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EXECUTIVE SUMMARY 



The California Literacy Campaign (CLC) was initiated by the 
California State Library_in 1983 with federal Library Servi5es 
and Construction fict <LSCR) funds. Part of the campaign effort 
was to fund £7 library adult 1 it eracy programs. As part of the 
California Literacy Campaign, 13 local Bay Area literacy (BALit) 
projects were s dawned in an effort to significantly reduce the 
more than 1.1 million adult i 1 1 iterates in the 14 counties, 
which comprise the Greater Bay Area. 

In spite of their success and strong community support , CLC 
program coordinators were able to recruit I^ss than 1% of the 
estimated i 1 1 iterate pojDul at ion into their literacy programs 
because of: 1) inequitable program publ icity, £) confusion among 
potential clients about the availability of local service^ 3) 
misdirected and delayed referrals from the national referral 
system, 4) lack of uhifbrrri procedures for handling referrals and 
5), limited access to programs during off^tim^s and non^working 
hours. 

To address these deficiencies, the 13 BALit coordinators 
conceived and initiated the idea_fbr a local literacy referral 
system. The result was t he Bay Area Li t eracy Referral Network 
^BALRN) funded in October of 1985 with LSCA funds. BP.^RN was to 
_ f easi bi 1 i ty of establ ishing a commercial referral 

#s ® reg iohal measure to improve access to literacy 
assistance and to evaluate various elements of the referral 
system.^ Continuation of the local service and possible state 

r?P^ to be dependent upon the successful 

evaluation of the service. 

BALRN established a £4-"hdur, 7_day a_week toll-free 

telephone referral serv ice January £, 1986. The toll-free 
telephone number was the first step in a twb-t ier process of 
referral. The first t ier provided enquirers initial referral 
"^P.^ _A9P^^ program. The second tier jDrbvided additional 

^^'f or referral to a more appropriate agency or literacy 

provider if called for, at the local levt^l. 



_^valuation of the service was_based on the performance of 
the telephone answering service. This included the ability of 
5 *I^^_9P^^"^^^^"s to be sensitive and ehcburag ing to th-? callers and 
to provide accurate and t irnely ref errals._ Other elements of the 

be evaluated were its cost effectiveness^ the volume 
of inquiries to the service, and the affect of turn around time 
on participation in local CLC programs. 

Analysis of l ata col lect ed from the answer ing service 
indicate that the program was successful . Based bh the 
performance of the operators the answering service proved that 
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® ^ *® 9e*^'cy w i t h p^r sbhrie 1 t ra i ned i n ser v i ng and 
cornmanicating with CLC clients is ecbhbrnical and can provide an 
^ZZ^^.^A^? ^f"^^'-'^ "^'f referral. Furthermore the study showed that 
referrals were accuratie arid t imely and that operators were 
sensitive and encouraging to the clients. 

fe^sea on feedback and reports from CLC _ coord i nat ors, we can 
.^"^^"^ project was successful at the program 

level in increasing program activity and cl ient referrals for 
the majority of etC programs. However, it is difficult to 
determine at this time, what real impact the service had on 
part icipat ioni 



Daring the nine month eval uat ion period : 

6 The answering service handled 1071 inquiries and made 
referrals to e4 local CL.C programs. 

o CLC programs were contacted by 485 c^vllers and £17 of 
these enrolled in local Ct-C programs. 

o Forty-one percent or £01 of the 485 callers contacted a 
program the same day of referral and 107 or 53-a of these 
enrol ledi 

o Approximately ei"/- of the referrals who contacted the 
programs initiated the contact within two days- 

o The majority, 684 (G4-/^> of the callers were wbmeni 47B 
(45>^) were learners, 373 (357^) were tutors and ££0 (£0'/:) 
wanted informat ion. 

o One hundred and eleven <^1%) of those who ehrblled in 
CLC programs were learners, and 31 (14-/C) of the 
informat ion cai lers enrol led. 

o Th e vo 1 urne of inquiries ranged from a 1 ow of 15 to 547 
per mont hi 

b San Frahciscb, Santa Clara/Mi Ipitas and Oakland received 
5i>i of the total number of ref errai s- 

b Television was cited 67% of the tirne as the source of 
informat ion about the toi i~f ree number. 

o The volume of inquiries is tied closely to the amount of 
advert i semen t about the service. 

o The majority of calls to the answering service were made 
on Mondays and Tuesdays between the hours of 8arn and 1£ 
nobn- 
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d Few_ calls were made between rhidnight and Barn, and 

dri Saturdays and Sundays <8"/nj . 

d Seventeen nbh-CLC libraries reported 146 direct 

incjuiries result ing from SCO publicity and referred 68 
df these to local CLC programs- 



fill 13 BRLit coordinators decided that the establishment of 
BALRN successfully addressed the deficiencies that initiated the 
idea for a local literacy referral system, and that it provided 
a "worthwhile" resource to their communities. On the basis of 
their experience with the service and preliminary assessment of 
its effectiveness, including the efficiency and timeliness in 
which referrals were handled, the quality of interaction between 
the dperatdrs and the clients, and its' appealing costs, Efttit 
made the decision to continue the service and to support it out 
of local prdgrarii funds. Other programs were invited to .join the 
service and BfiLRN now has two hew paid subscribers- 

This report is the result of the feasibility study to 

^^^^^li^*^ ^ referral service to improve access to literacy 

1"^ describes procedures, findings and insights, 
makes recommendat i ons and dbcurriehts the lessons we have learned. 
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BPCKGRQUND, NEED ftND PROJECT DESCRIPTION 

it is conservatively estiriiated that dyer a riiillibh adults 
in the 14 coant ies cornpr ising the Greater Bay ttrea are 
functionally illiterate. In an effort to si ghi ficaht ly reduce 
^1^^ California Literacy Carnpai gri spawned 13 local 
litev-acy projects through Bay ttrea libraries (BfiLit). Despite 
rernarkable i^^itial success, by the end of the first year of 
operation less than one percent of the estirnated illiterate 
population were enrolled in these local projects- 

ftch ieyi ng max imum participation in the CLC programs 
requires that potential clients throughout the Bay firea are 
provided with referral to the appropriate local project^ and 
that referrals are timely and accurate. Local and national 
referral efforts have proven unsatisfactory because of: 

ii Difficulty in advertising local projects because of the 
advert ising media, which select ively chooses infbrrnat ion 
about where to call for literacy assistance. The project 
which successfully gets its message disseminated to the 
Public through television, radio and newspaper advertising^ 
unwittingly becomes the referral agent for the other 
project Si 

£. Confusion ^mong pot ent ial clients by the advertisement 
of "local programs" which are in fact, located too far 
away. f="or example^ viewers out s i de the Bay ftrea may 
see T. V advert isement s for the San Francisco project. 
Assuming ^ toll call and travel to San Francisco are 
required to get help, some viewers will be deterred 
from seeking available assistance. 

3. Misdirected clients and prolonged delays in confirming 
referrals by the Contact Literacy Center (National 
Hotline), resulting in the loss of potential cliehts- 

4. Lack of a uniform system for handling inquiries and for 
monitoring the quality of intev^action and accuracy of 
referral Si 

5- Limited access to local programs operating on a work-week 
schedule and waik~in enrollment policy. Clients are most 
affected by these limitations when interest generated by 
the media aired during late evening and early morning hours 
is high and programs are not accessible because of their 
regular operat ing hoursi 
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To address these deficiericies^ 13 Bay Area CLC fDrb.ject 
coordinators <§Stit)^ conceived the idea of creating a new 
referral service designed to meet local needs. The result was 
a nine month project, the Bay Area Literacy Referral Network 
(BALRN), a contract awarded to the Bay Area Library and 
Information Syst em (BAt IS) by t he Ca 1 i f orni a St at e Library using 
funds from t he f edera i t i brary Services and Construction Act. 
Its purpose was twofold: 1) to establish and test the 
feasibility of a commercial referral service in improving access, 
to local 1 iteracy programs and to eva 1 uate the methodology 
of the_ project and the effectiveness of its various elements for 
pbssi ble statewide appl icat ionsi 

The pro ject ut i 1 i zed a cbrnmerci ai agency to pr _ ido access 
£4 hburs^ 7_days a week to a toi i-free telephone referral 
service_to local CLC programs for residents of the Greater Bay 
Area. The telephone answering service made initial referrals 
©Dii "to libraries participating in the CLC program. Onc& the 
caller was referred to the participating library, a second level 
referral to hbn-^CLC libraries or other 1 iteracy programs was 
made if apprbpriate. Second level referrals were made for 
cal^lers whe*-. there was no CLC program in the community or when 
the caller needed a program at a more appropr i at s skill level 
Ce.g. an ESL program for a non English speaking client, or an 
ABE program for a client reading above a fourth grade level). 

A proposed med i a component to develop an advertising pilan 
for the project was not funded The plan was to have identified 
the appropriate advertising media and methods to achieve the 
broadest coverage of publicity for the client group. While 
Ibcal projects did ^dapt their advertising and public service 
announcements to highlight the ©00 number, the impact fell short 
bf what would have been accomplished with a planned media 
campai gn. 

The BOO referral system was originally intended to serve 
bnly the BALit library programs which were located along the 
nbrthwestern border of Cai i fornia; However , expansion was 
necessitated by the boundaries of the PacBeii toll-free service 
areas. This included all £7 CLC 1 i brary programs in Northern 
California. These fell within the service area from Fresno to 
Del Nbrte Counties along w i t fi 60 non-^CLe public libraries. For 
purposes of data col lect ion these 87 libraries were separated 
intb the fbl lowing three groups: 

1. The 13 BALit libraries in the greater Bay Area whose 
cobrdinators conceived and initiated the idea for the 
servi ce. 

£. The 14 CLC 1 i braries i n Northern California who were 
not BALit members but who were invited to participate 
because they were situated in the toll-free service 
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area, arid would autornat ical ly receive inquiries from 
cl ient s.. 

3i The 80 public libraries who were hot jDart icipat i h§ ir< 
the Caiifornia Literacy Carilpai gh (CLC)^ but who 
receiveo second- level referrals from CLC prbgrarris or 
direct inquiries generated by advertisement of the 800 
riumber- 

overall goal of the literacy referral service was to 

substantial iy increase participation in the local programs by 
the illiterate population of the Bay ftrea. The quality of 
service to be provided was also an ihiportaht principle of the 
project . 

ft second goal of the project was to explore t he f eas i b i 1 i t y 
of linkages, both procedural and technical, between the existing 
nat ional t oi 1— f ree service (Contact Literacy) and the regional 
toil— free service and develop agreements that would: 

1- Complement the national system that already exists. 

?""'Pr^''??_^^^ ^^P^^^ 1 ^"^y P>"Ovide immediate and 
comprehensive information to assist Bay firea callers. 

The report focuses on the process of establishing a 
commercial ade toll-free service. It describes the results of 
the project and provides recommendat i ons for others who might 
want to provide access to literacy assistance with the use of a 
commercial telephone service. 
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CHAPTER II 



MHfiT WE LERRNED 



Setting ap the BftLRN toll-free service had differerit 

'll^fR.^^ thari other referral services because it utilized a 
commercial ariSwering service agency. In this chapter we 

^ ^^''^^"^^y what we consider to be key jDbihts of interests 
A^^r^*^^ system of referral including some major 

conclusions about setting up this type of service- 



tESSQNS LEftRNED: 



E^lZf eCa^De^-crit er ia_estab4ished- 
seiectin3_t he_answerin 

The answering service operators played the most important 
role in making the service effect ive. Because of their 
import ance, select ion of the answering service shbuld_be basec* 
on performance criteria established by the program. These 
criteria should be applied while interviewing the agency 
supervisor to ensure a match between the type of service the 
agency can provide and the type of service needed by the program 
and the clients. 

The attitude conveyed by the supervisor during the 

interview process,^ E!2iei2-te_select ing_t he_aaenc2? is often ah 
indicator of the quality of interaction that will occur between 
the operators and the clients. 



iif ^-§^fllDeils_wil l_be_[nore 
tbis_tyee_of _lit er acy_ref err al_sery 

targer agencies mi ght refuse to hand le this type of 
referral service because they feel the t ime required to make a 
referral of this nature requires too much time and will tie up 
their incoming lines. In addition, their system of dbcurnehtihg 
calls is more mechani zed, and they operate during nbrmal 
business hours. Most will also resent the idea of sdmebhe from 
the out side" want i ng to train their operant or s. 

Smaller agencies on the other hand tend to be less 

mechanized^ and the service they provide can be more responsive 
to the needs of individual programs. Their system for 
documenting calls allows each caller to receive the personal 
attention ©"^ stn operator It allows for flexibility in how 
referrals are made and for correct i ve changes to be implemented 
quickly. It is also P'^'ssi ble wi t h ^smaller agency for staff to 
interact individually with the operators to obtain valuable 
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feedback about how well the referral process is working. 



i!3k^i^^-the_answer i^ng_servi^ 
£®£i!:!^^i~Bt!99gss_ay]d_i,nst 

Because the answer i ng serv i ce st af f knows what works best 
with_their setup they can provide information that will be 
helpful in designing the referral tools, the orientation and 
traihihg. Discussions with the staff and supervisor about 
program heeds and the agency cdrrirnuhi cat i bh system can provide 
the necessary focus and guidelines for the format and amount of 
infbrrriatibh operators can handle efficiently. Referral tools 
developed must be functional for the operators, must be 
developed in a format that allows :for frequent revisions and 
updating, and must support the agency's system of documenting 
cal Is. 

E-^99i!Mib!§ted_media_camg 
^^M— S^Bi.w^w-^se-of _the_r^ 

There is a direct link between the arniiunt of publicity and 
the use of the referral service. Replicators wishing to 
establish a referral service should Have a media component to 
conduct bhgbihg publicity in collaboration with local T. V. and 
radio networks. Coordihated media publicity is essential to the 
effectiveness bf the service. 

Televisbh was the most influential medium for generating 
calls to the referral service^ followed by radio- Whenever the 
referral service was ad vert i sed frequently on special television 
prograrrirnihg or by publ ic service ahnouhcemeht s on television and 
radio, these ahhbuhcerrient s were followed immediately by calls to 
the referral service. Rnd when there was little media activity 
focusing bh the referral service^ the service was viv^tually 



BfiLRN FOUND IT NECESSRRV TO: 

The brigihal proposal was to make referrals from the 
referral service bhly to the 13 local BPiLit progv^arns whose idea 
it was to establish the service. However, because the PacBell 
toll-free service area covered almost all of Northern 
California, the service was expanded to include the 14 other CLC 
prograrns and 60 rbh-CLC library programs in the service area- 



Uhused. 
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Once the toll-free service was established it was imporcarit 
for the BRLRN coordinator to attend monthly BPILit meetings, to 
cbhirhuriicat e and interact with local GLC pr»z»grarii coordinators and 
to exchange information and obtain their feedback aboat the 
effectiveness and quality of the service. These meetings also 
jDrbvided BflLit members ari opportunity to provide input and 
suggest ions on the format and content of project protocols and 
data collection instruments^ as well as the format in which they 
wished to receive summary data on the number and status of &0O 
referrals. 



_ SM£l^iilS:::;l-^^ME!3ySi;^^ii9n-plan - 
f iiilfell-lM^y£^MiZ^dl^fe-^^tiii.ties_an^ 
]2gf Mi-tZli-MS^^lll- 
Cbrnrnunicat ing wi t h other libraries and library systems was 
an irnjDbrtant aspect of the project. Since many of these 
libraries received an increase in the number of calls from 
clients seeking literacy assistance because of the advertisement 
of the referral service^ they nseded to be kept informed about 
the activities of the project. BfiLRN created a number of 
formats to inform these different groups regularly about project 
act i vi t ies. 

filthbugh BRLRN' s communication plan was more extensive than 
sbhiebne replicating the service mighj need, it is important to 
cbnsider; 1) who needs to be kept infov^med about the project; E) 
what db they need tb know; 3) how often and in what format 
should the infbrrriatibn be provided; and 4) what staff and 
resources will be needed tb carry 6»-it the plan. 



Xl!3fii^E«]MS^.-|§-M^fe!§- iOanagement -s;^st em-ta_o 
ttlS-^MM^a. 

Managing and analyzing the data cbllected from the 
answering service and local CLC programs requi red implementing a 
data management system tb yield infbrrriat ibh that was useful in 
evaluating the project. While the data management system used 
by BfiLRN was perhaps more sophisticated than might be needed for 
other projects, the system Used will be determined by the type 
of inf «iirmat ion and documentation needed by the p>-oject. 



Regardless; of what data management program is used^ it will 
r&quire some planning and the use bf a cbmputer in house^ the 
services of a cbmputer prbgrammer t b develop the program^ and a 
staff person for data entry bnce the jDrbgram is developed and 
data are collected- The amount bf time required fbr this task 
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will dejDend Kxport the difficulty of the program used, amount of 
data eritry^ and the accessibility of the computer^ 

lMl!3ti£y„iL»f £'lZI^^ti9n_needs_at 
fe^~S£M^Mll':fe_i2ss_of ^imgort an^ 

The data and information needed to evaluate the service 
must be decided upon early and in col iaborat ion with local 
programs who are participating, since it is important to get 
their cooperation in collecting the data. Data collection 
iv'ist rurrieht s should reflect program and information needs so that 
local jDrograms can provide the data necessary to determine 
program impact and whether or not project objectives are being 
met . 



Et^^!i^^^-gub;llc- service 
£lilfe±^bl-fe^-lM^l^^ise_the_progr 

Even though the media component of the program was not 
funded the project coordinator was involved in writing public 
service anhbuncements and appearing on local T. V. networks and 
radio stations to advertise the referral service. Lack of 
cohtinubus publicity and a comprehensive plan for publicising 
the 800 number made it important to publicise the service 
whenever the bppbrtunity was made available. 



FINfiL RECDMMENDRTIDNS 

The final recbrrimendat i ons are meant to provide some 

guidelines for establishing an 800 referral service or for 

repl icat ing BRLRN. The recommendations are based on what was 
learned during the nine month study. 



Ell^§!wmehda%ibn-no^ i, : When establishing a referral service 

such as BRLRN, it is essent ial that project participants 
understand the bbjectives of the service and that they agree on 
what will be required bf them as participants. 

In the design bf the program and Bri.or to establishing the 
toll-free service, all program coordinators and potential 
participants h-*ed tb be thbrbughly briented about their role and 

what is expected of them. F'rbgrarri coordinators need to know how 

their programs will benefit frbrri the service^ what the reporting 
requirement s wi 1 1 be, and they heed tb be given ah estimate of 
the amount of staff time required tb cbllect ahd report the data 
(Reporting requiremeht s wi 1 1 be ihfluenced by the nature of the 
information heeded and the fbrrnat bf the tobls used to collect 
the i hf ormat i oh ) . 

Even thbugh a small grbup bf BRLit prbgram cbordihatbrB 
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worked with the Bay firea Library Inf brrnat ion System <BfiLiS) in 
deveioping the profDOsal f or the project^ not all program 

^^■^"^^'■'s were equally vested in the design of the project^ 
because of program staff changes. Some iBRLit) programs did not 

^s."^*^^^^^ gain frdrn the service. Others were invited to 

participate after the project was started because of the 
necessity to extend the service to incl ude pro grams in the 
toil-free service area. Nbn-CLC libraries were also asked to 
report information on referrals after the service w^s 
established because they were recipients of second level 
referrals from CLC programs. 

These and other factors which affect the level of 
committment from part ici pant s for the referral process should be 
addressed during the design of the program and prior to 
establishing the service. 

The service coordinator <paid or vpluhtcier) who is selected 
°^"_^s^^S*"'®^ "^ci manage the servi ce^ shbu 1 d be provided background 
^ ^•^^"'^"^ 3- new program staff, planners of the project, 

s^';f'ili ate groups and their role) on all participants, if not 
involved in the initial planning process of the project. This 
will ^i^iable the coordinator to plan how to conduct follow— up, 
keep participants involved, reaffirm their role and reporting 

=^^'^^tart them off with posit iye expect at ibhs 
about the benefits f the service in spite of the demands that 
will be made on thfrir time. 



Ege£'!5n]§]lidat iop_rio- £: Decide what type of infbrmatibn is 

needed nninimal ly to verify the ef f ect i veness of the program and 
to aid in making decisions on current and future directions. 

It is essential that programs part i ci pat irig in the prb.ject 
collect data necessary to analyze the success bf the service and 

t o make decisions about the future of the_service 
^^^?^_'^^'_?^*^^^"®te evidence. To ensure the cbbperatibn of 
program part icipants in the cbllectibn bf data they should be 
informed about the importance of the data to be collected and 
how it wi 1 1 be used. This should faci litate their will ingness 
^9 _P^"9Y^^^_ ^.^'^^ ^^^^*"'t f'or assessing and document ing the 

services' impact at the program level and whether this type of 
service is cost effective and desirable for referral. 

Sithough it may not be possi ble to determine what data 

management resources are needed until after some data are 
collected^ instruments and decisions about what type bf data to 
collect Have to be decided upon at the beginning of the program 
and should be decided col laborat ively. The overall goal and 
object i ves of the program will provide the focus for the types 
of information needed to verify its' effectiveness. 
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.Bli£2i!]IS^L'^SiiC'L'— Design and iriiplerrierit ah bri— going 
coordinated medis; carnpaigh to advert i se the referral service. 
This is essential if the service is to be useful and ecbh«Drriical. 

Any media effort for BftLRN should ihcl tide a fgrwai jDlah to 

systematically and continuously dissemihate and recycle 
informat ion through avai lable media channels so that publ icity 
is ongoing, and the public is constantly reminded that the 
service is available. 

Public affairs directors at most local media networks may 
be available to assist the program with the development of such 
a plan._ it is important for programs to remember that the 
service is more economical when the volume of calls is highest, 
the importance of publicity should not be underestimated. 



B^e'20]CI]^12ld.^tiQn_no - 4 t Program part i c i pant s and serv i ce 

providey-s rngf ;^ '^i^^'d erst and that a referral service will have ah 
impact on their programs and must be prepared to address the 
demands. 

T^^_"^^J^*r^^y CLC coord inators indicated they have a 

backlog of learners waiting to be teariied and volunteers waitihg 
to be trained to beg in tutoring (see ftppehdi x, Quest iohhaire 
Response), and the de^mand for service is increasing. If the 
demand for service cont inues to escalate, indications are that 
programs will be hard pressed to continue to provide service at 
the current level of funding. To do so, according to program 
coordinators^ would require an increase in their budgets, ah 
increase in staff to recruit and train new tutors, and more 
materials and resources for learners. 

In anticipation of the increase in the demand for service^ 
programs should have reserved a pool of tutors enrolled, trained 
and available to begin tutoring new students shortly after they 
are enrol ledi 

If programs are to be effect iye i n providing literacy 
assistance they will need to find the resources to shore up 
shrinking staff and dollars to alleviate the backlog Of clients 
already waiting to be served^ Even though the numbers Of 
i 11 iterates cont inue to be staggering, it is dysfunctional and 
cemoralizing to those seeking assistance to continue to recruit 
students if programs do not have the capability of servihtj 
t n ern » 
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CHAPTER 111 



THE REFERRAL. SERVICE 



There are several steps involved in getting an 800 number 
and establishing the toll-free referral service- Setting up 
the service requires working with two systems and the 
requirements for each is differenti the follow inn chapter 
describes the necessary steps required to establish the referral 
service- 



Establ ishihg the referral service requires contract ing for 
two services in two locations^ one with the teleph»iine carrier 
and the other with the answering service agency^ When 
installed, the two services opjerate as a unit with separate 
oornpbhent s- Before the service can be established^ two 
preliminary tasks heed to be completed almost simultaneously. 
They are; 1) getting ah approved BOO number from the telephone 
cbrripahy, and the appropriate toll-free 800 service and 
selecting the answer ihg service agency - 



GETTING AN BOO NUMBER 

The divestiture of AT&T has complicated the process and the 
time ihv»Dlved in obtaining any type of telephone service. 
However, PacBell does have service representatives assigned to 
work specifically with agencies or individuals to set up an 800 
service. 

Califorhia is divided into iO service areas and provides 
three different types of ihbouhd toll-free services which ares 
Metro 800^ Half state ahd Full state 800 service. The telephone 
cbmpany clusters area codes ih different configurations to form 
a toll-free servi ce_area, some of which overlap. TF.e five area 
codes (£09, 308, 707, SIB) assigned to the BALRN Service 

covered half the state (see p. 11). 

Before ah 800 humber is assight3d it must be verified to 
insure that it is hot a duplicate number. Under normal 
conditiohs it takes from five to ten workihg days to get an 800 
number assigned by the telephone cornpahy, and the service must 
be ordered at least 30 days prior to activating the sev^vico. At 
the tirne of assighrrieht, the telephone company heeds to know the 
location of the agency where the number will be installed and 
the date it is to be activated. To select the appropriate 
inbound 800 service, it is crucial to khow what area code^ are 
within the tdl 1-free service area you are purchasihg, orevent 
the program fr»Dm gettihg the wrong service. Checkihg h tFie 

telephone carrier a week before the service is to be a vated 
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is recornrnerided to ensure they have instaiied the *'right" 
service. 



SELECTING THE ANSWERiNB SERVICE 

For the BAbRN P^'^oject ^ ail the answering services in the 
East Bay were int erv i ewed by t e iephone. During the interview 
process, the performance criteria established by BftLit were used 
as gu i del ines to determine wh ich agency best rnatched the cl ient 
and service needs of the project. 

F inal select ion of the answer ing service for BPLRN was 
based on t wo pr i mary f actors^ 1) an af f irrnat i ve response to all 
the performance criteria^ and £) the posit ive attitude 
exhibited by the supervisor daring the interview, including her 
willingness to be flexibie and the interest she displayed about 
the project. Since one of the major concerns in setting up the 
service was whether it couid be personal and user-friendly, the 
affective characteristics and sensitivity of the operators 
^usually influenced by the supervisors)^^ was an important 
selection consideration. The performance criteria established 
for the answering service were as follows: 

1. Rbility to provide service 8A hours per day, 7 days per 
week. 

iEi Ability to maintain their identity as an answering 
service (not as members of the projec+:)i 

3. Rbility to be sensitive^ patient -sind encouraging to 
the cal ler. 

A. Willingness to use a written script and referral 
instruments when making referrals; 

5. Willingness to undergo orientation and training. 

6. Willingness to test the instruments Brid provide 
feedback to the program 

7. Willingness to adapt behaviors based on client feedback 
and feedback f rorn the adv isc^ry members. 

S. fibility to handle a large volume of inquiries and 
referrals. 

9- fibility to make referrals accurately. 

10- fibi 1 ity to make referrals using a zip code format in 
numeric order or using a city format in alpha order. 
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^ Select irici the appropriate answering service was the most 

important process in petting up the referral service. The role 
of the operators should not be underestimated, and selection 
criteria that is relevant to the program should be stringeritiy 
applied when selecting the agency. 

The agency selected was the Rlameda finswering Service, a 

small agency with IE full-time and four part-time operators. 
Because of i t s si ze arid , the Eii^sgnal (rather than mechanical) 
service offered by the operators the agency offered more 

^^'^ operators were very responsive to the needs of 
the project and the clients. 



__RspP'='i"t was established with the operators at the beginning 
of the study by lettirig them know they had a major role in the 
success of the project, seeking their input on data collection 
procedures, involving them in the development of the referral 
instruments, arid rnaRirig them part of a team effort. 
Establishing rapport with the operators was a most important 
factor and instrumental in gaining their cooperation and their 
willingness to accept feedback from the program coordinators and 
deal with the ongoing revisions to ti "Referral Guide''. 

BfttRN staff real ised when setting up the service that 

without accurate i rif orriiat i on arid referral tools that were 
functional for the operators, they would riot be able to provide 
^»''_^;^"f'^c:t i ve service. Corisequerit 1 y , the operators assistance 
was enlisted in developing and refiriirig the iristrurnents to their 
sat i sf act i onw 

The operators were key to the success of this study. in 

addition to providing input ori the referral instruments, they 
collected the bulk of the "raw" data, provided encouragement to 
many callers who were riot"quite sure they could get help", and 
responded immediately to the riurrierbus chariges made in refining 
the "Referral Guide" throughout the study. They expressed 
genuine concern about beirig able to provide accurate information 
and assisting clients in gettirig the help they sought. 



TRPilNiNS PiND QRIEIMTftTION 

Unlike other agencies interviewed, the Rlarneda figency 

agreed to undergn. orientation arid training. trairiing packet 

was developed for the operators which iricluded background 
informat ion about the Cal iforriia Literacy Campaigri^ rat ionale 
for the study^ the interview Script arid the Referral Guide arid 
instructions for making referrals. These materials were used in 
orienting the operators and supervisors to the nature arid 
purpose of the study, and in explairiirig how to use the 
instruments to refer clients to local programs arid to collect 
esseritial data. 
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The Guide cont aining library programs for referral 
initially used a zip code format. This proved to be too 
pumbersbrne because rnany clients didn't know their zip code, and 
because there was confusing overlap between areas, it took the 
operators twice as long to locate the appropriate program (e.g. 
San Mateo and Menlb Park used the same code, but have different 
programs). Taking the suggestions of the operators, the rip 
code format of the _ Referral Guide was changed to a format with 
cities listed in al jDhabet ical order. 

The scrijDt for interviewing callers was also reviewed with 
the operators and they were asked to pay part icuiar attention to 
the language until they were familiar with the referral process. 
The importance of their role in collecting the data was 
emphasized, and suggestions were solicited from them on how best 
to collect the data needed. During training/orientation the 
operators were encouraged to ask questions and to provide 
feedback about what worked and didn't work for them during the 
referral jDrbcess. 

Finally the bperatbrs were asked to view a videotape of 
four adults describing what it was like for them not being able 
to read (TeacHing-gduits^t o_Read. ScJair Films, 1984). The 
video was intended tbhelp the operators gain an understanding 
of the needs of the client and to create an awareness about the 
type of person they would be getting inquiries from, since most 
of thehi had little jDrevibus experience with non-readers. The 
video was left with the agency one week for viewing by the 
operators during their breaks. 

Orientation of the operators was ongoing. Each time 

changes were made in the Interview Script and the Refery-ai 
©uide, a short or ientat ion was held with the operators to alert 
them to the changes, explain how to use the inf»5rmation if 
necessary, and answer any questions. fit the end of the 
orientation, the out dated mat erial was collected and replaced 
with updated material. The repeated orientations provided a 
way of insuring that updated information would be utilized 
immed i at ely. 

"^c^ble 1 ori the f bl Ibwing page provides a step-by-step 
process for Sr-tting Up the referral service with an BOO number. 
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TRBLE 1 



STEP-BY-STEP PROCESS FOR 
TEtEPHONE tARRiER 

ii Y^r^'^y service area arid 
program needs. Set rlate 
to activate service 



£i select telephone carrier 
and order service 30 days 
prior to start-up date 



3. submit number for 

ver if icat ion. Normal ly 
takes 5 to 10 work days 

4. verify number and review 
service. Identify name 
and location of telephone 
service agency 

5i set ap billing contact 



6. write the number down so 
you won' t forget it 



7. call a week in advance of 
st - u p d at e t o ensure 
there are no problems 



ING UP THE REFERRRL SERVICE 

PREPBR1NG_TELEPR0NE fiGENCY 

.^QSg-gEi5BIiBi-----_. 

Im verify program needs and 
review/develop select ion/ 
per f or rhance cr i t er i a 

£. construct informal inter- 
view questions based on 
per f brrriahce cr i t er i a 

3. cbrit act and i nt er v i ew 
several answering service 
agenci es 

4. select agency^ arrange 
for referral service^ and 
inform them of start— up 
date 

5. clarify billing^ base 
nurnber of cal Is and 
contractual obligations 
i f any 

6. meet with answering 
ser V i ce t b re i t er a t e 
needs _and verify methods 
of referral tb prbgrarns 

7. get input fbr training 
materials 



S- if service will be extended, 8. plan Ibgist ics and 

get the number in the 600 schedule training 

Directory 



3m develbp prbtbcbls and 
t i-a i n i n g rn at er i a 1 s 

10. conduct test of protocols 
i f pbssi ble 



11. conduct training/ 
Or ientat ibn 

1£. implement system, update 

— ^ i£if b^'IS^^ibn-as-needed---- 

TELL THE OPERATORS WHEN THEY MAKE M: STAKES AMD TELL THEM^QFTiW 
. WHEN_IHEY_9RE_bbiNB A GOOD JOB - 
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CHRPTER IV 



THE REFERRAL PROCESS 

The r^eferr^al process was designed as an interactive 
cornrnunicat ion model with three distinct components: 1) the 
answering service (receiving inquiries^ col lect ing and 
dispensing inf orhlat ion) 2) the cl ient ^providing and seeking 
information and service) and 3) the CLC programs (validating 
information and provid ing resources and servi ce) . The referral 

designed to provide uniform procedures for 
handling inquiries, monitdrihii referrals for accuracy, and 
document ing contact and fbllbw-up with CLC programs within a 
short time frame. 

T^^ ^"^^^^"^^1 process involves taRing the caller from the 

^^^"^ P^"*^'S^"^rrt referral by the answer ing service to contact and 

follow-up at the local program level. Five basic instruments 
were used to complete the referral process. These were: 1) the 
Referral Guide used by the operators to rnake? the initial program 
referral to the oal ler, £) t he _Ref erral Slip used by the 
operators to obtain contact infbrrnatibh from the caller, 3) the 
Confirmation Memo used to prbvide contact information about the 
caller to the local programs^ ^) the Data Collection Log used to 
document contact and fbllbw-up of the caller at the program 
level, and 5) the Tally Sheet used to document the number of 
direct inquiries and secbhd level referrals received by non-CLC 
libraries. What follows is a st ep-by-^step explanation of the 
v-^ef err al process. 



DETERMINING THE STATUS DF CRLLERS 

tne time of initial contact with the answering service, 

callers are assigned tb one of three status groups according to 
how they identify themselves tb the operatbrs: 1) as learners, 
^l_^s tutors, or 3) as "wanting more infbrmat ion". After 
screening the referral slips frbrri the answering service, callers 
may be further classified ihtb subgroups bf "other" or 
"miscei ianeous " cal lers. 

The information caller is a [Doteritial client usually doing 

research on the program to determine, i f the program can provide 
the help he or she is looking for. Rlthough it is not possible 
to determine how many of the infbrrriatioh callers enrolled as 
learners or tutors from t he ihf brrriat ion reported by the CLC 
programs, they are potentially either learners or tutors. 

^ The miscel laneous caller_is seeking another type of 

information and/or resources for a variety of reasons that de- 
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not include participation. Thirty-nine callers were in this 
subgroup. They included: 

1 . Reporters 

£. PI graduate student conducting research 

3. Req Uest s for errip 1 byrrieht 

4. Cal lers want ihg to stav^t a prbgrarri 

5. Cornplaints ab»r'Ut the ad oh £0/£'0 

6- Requests for referrals tb_ 1 iteracy programs in 
Florida, Texas and Santa Rha CR. 

7.' Request for ihfbrrnatibh bh BED testing centers 



8. RBC s Literacy Plus testing the service 

9. Requests fbr Ibcal and hatibhal statistics oh 
ill iteracy 



Rll of these callers who provided the ahswerihg service 
with contact ihf brhlat ibh received respbhses to their calls 
within three days of the initial SOO call. Those callers 
requesting referrals to 1 iteracy jDrbgrams _ in other states were 
referred to Contact Literacy (Nat ibhal SOO hurriber) and the 
caller wanting a program in Santa Rha was referred to the Sahta 
Rna CLC progrs^rn. 



HRNDLING REFERRRLS, FROM OPERRTORS TO PROGRRMS 

Each person calling the 800 hUmber is brief ly ihterviewed 
^y_^'^^P^'"^"^^'*^ "^c* obtain his/her status, resideht jurisdiction^ 
^i"»d contact irif ormat ion. The ihf brhlat ibh provided by the 
caller is recorded by the bperatbr bh a "referral slip". The 
operator then locates the callers' city ih the Referral Guide, 
selects the appropriate local program ahd prbvi des the cal 1 er 
name of the library, telephone hurriber, and name of a 
contact person- The ihteht is to personal ize the referral as 
much as possible and to motivate the cal ler to init iate the call 
■^9 instead of waitihg to be cbhtacted. R small 

percentage of callers who preferred to cbhtact the programs 
themselves gave only their resideht jurisdictibh which was 
necessary to obtain cbhtact ihfbrmatibh- 
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DOeOMENTING THE 800 CALLS 



The "referral slip" filled out by the operators to dbcumerit 
each call was the mairi source of raw data for BRLRN. Referral 
?^^P? ^^fr*^ picked up by the project coordinator, depending upDon 
the number of inquiries received, three to five rnornings each 
week. Besides being the source of dcicurnent at ion for the 800 
referrals, they were used also to nibnitbr accuracy and to weG?d 
out "miscel laneous" or *'other" callers (see Determining The 
Stat us of Callers) seeking inf ormat ici*ri or other resources. 

^^r^^9 Ji^^ ^"^^^""^ phase of tHe service when the Referral 

?*"r?r*9^^ ^'^P code order, callers were not sure of 

their zip codes, operat ors were unfamiliar with the programs, 

_ ?^'^^^"9"^'i^'S constant additions and revisions, a 
small percent of referrals were inaccurate. Reviewing the 
referral slips was an important process for monitoring accuracy. 

ROUT I NS THE CPlLLS 

two basic utility forms, the Confirmation Memo and the 
BALRN Data Collection Log were developed to facilitate CLC 
program contact with the client and follow-up at the local level 
(see Plppendix)^ These instruments were reduced t<3 a level of 
simplicity that precl aded transmit t ing any unnecessary 
inf ormat ion^ el iminat ing the need for extensive record keeping 
by program coord inat ors, yet providing uniform procedures for 
routing referrals to the program. They also enabled BfiLRN to 
document the referral process, monitor the amount of time it 
took for follow-up and action taken with clients at the program 
ieyeli^ The Tally Sheet was another form developed to provide a 
method for non-CLC 1 ibrar ies to report the number of second 
level referrals from CLC programs and the number of direct 
inquiries they received. 



i=^'RdVIDiNS CONTACT iNFQRMATiON 

The "Confirmation Memo^ was used to provide local programs 
with contact information: date of SCO call, name, telephone 
number, and status of caller. Other contact information offered 
by the caller was included in the "memo". Memos were mailed to 
each CLC program receiving referrals on the same day they were 
picked up from the answering service.^ The frequency in which 
"Confirmation Memos" were mailed each week was influenced by the 
number of inquiries ^^ceived by the answering service on a given 
day, and within one to three days (weekends) of the initial 
referral . 



COLLECTING PROGRAM DATA 



The "Dsta Collection Log" was used to provide local 

programs with a compoBite list of referrals received oyer a_ 
fifteen day period and was mailed t«i« programs bi-mbhth ly. The 
"Log "provided each program with the following ihfdrmatioh: date 
?^ "^t^? ^ ' ^^^'''''^^'^ caller, status of caller, gender, and 

source of 8O0 informat ion- Programs were requested to cc«rnplete 
^ ^^i^'i _ J^^^ "t*^' provide inforriiat ion on the 

number c-f direct inquiries and to return the "Log" to BALRN 
within two weeks. The names of the callers were recycled on 
each succeed ing log until the local program indicated what 
action had been taken with the caller. The "Log" was used to 
document completion of the referral process, to monitor the time 
fr^me between the initial 800 csll and follow-up or contact at 
the program level, and to document the final action that 
occurred ^f-g- contact but no action, enrolled, second referral, 
read out of the program) - 

TRACKING SECOND LEVEL REFERRALS 

A "Tally Sheet" was also developed to collect data bh the 

number of CLC referrals and/or direct inquiries received by the 
60 non-CLC libraries:- Tally Sheets were mailed to these 
libraries nionthiy in an effort to track callers who received 
second ieyez referrals from CLC programs. Libraries were asked 
to indicate the number of CLC referrals or direct inquiries they 
received that were generated by advertisement of the SOD nuMber, 
how the referrals were handled, and to report the i nf orrhat i bh tb 
BALRN on the monthly "Tally Sheet". 
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V 



THE EVRLURTIDN PROCESS 



The focus of the evaluatibn process was on collecting 
fbrrilative i hfbrmat i bh useful for revising and imprbving the? 
program in process arid fbr collecting information that could 
be utilized in assessing imjDact and making recommendations. 
Additional data were gathered from the CLC programs and the 
answering service personnel tc* get their irripressibhs about the 
process of referral. 

Criteria for evaluating the jDerfbrmance of the answering 
service operators and test ihg the effectiveness of the referral 
process were established by BRLit. Ihfbrrrial bbservat ions of the 
operators handling referrals and test calls by CLC coordinators 
and others calling the SOO number were alsb used to monitor the 
quality of the interaction between the bjDeratbrs and the 
cl iehts. 

The filet hodblbgy was des i gned wi t h three bbjectiyes: 1) to 
collect only those data needed, £) to keep the reporting jDrbcess 
and inst rumeritat ion simple and 3) tb make the data collection 
tools fiiult i purposeful . The tools and rriethbds used tb collect 
these data were: 

The Ref erral^^Sl. - a standard dbcumehtat ibh form filled 
out by the operators at the answering service, that 
provided a profile oh each caller, a means for screening 
calls and mdnitorihg the accuracy of referrals, and the 
primary s»Durce of raw data and i hfbrmat ibh fbr the 
database. 

iL^f &i:D]§i-bbservat io^^ uhscheduled bbservat ibhs bf the 

operators hahdlihg referrals and iht eract i hg with t he 
clients, CO mbhitbr referral prbcedijres ahd tb assess the 
accuracy ahd quality bf clieht interact ibh. 

I^§t_cal_l_s - made by CLC cbbrd i hat brs t b test the accuracy 
of referrals ahd qual ity bf cl ieht iht eract ibh. 

The Cohf irmat i oh_M a cbmmuhicat ibh Lbbl to provide 

early cohtact ihformatibh tb local CLC prbgr^rhs fbr shoi-b 
time cohtact ahd fbllbw~up with SOO referrals. 

The D^t^^£SilMei.l^h_Lbcj "~ ^ cbmmuhicat ibh ahd retrieval 
tool used to provide CLC programs with a cbmpbsite list bf 
referrals over a 15 day period, ahd tb retrieve fbllbw--up 
and outcome dat a on 800 referrals. 



The Qhswer i,ng_Service_int er - face to face 
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iriterview conducted with answer ing service bpjer at or s to 
obtain their impressions of their role and the irrifDact the 
programs had on t hem personal ly . 

The Qggrd i, nat or^Quest i — a sub.jiective assessment. 

Mailed to 18 CLC Prctgrahi cobrdihatbrs to assess the impact 
P_"^_ "^^^ referral service on their programs and to obtain 
their impressions of the effectiveness of the service. 

Data for BfttRN were collected primarily from four of these 

major sources: i) the referral si i p, £) the data cbl lect ion log, 
3) face to face interviews with the operators and ^} the rriciil 
oat questionnaire to th3 CLC coordinators. 



DftTft MftNftSEMENT 

D-BftSE 111 was used for data management and analysis of 
^^^'^y.^^'^^- The programmi hg was designed to allow data entry in 

^^'-^"'^ organized alphabetically by CLC program and 
cMent last name. Tne prograrn was refined to 1^ fi.elds of data 
5*^^!^ the programmer to retrieve ihforrriatibh for report 

R?rP9^?^i ^ variety of cbnf i gUrat ibns. The programming 
underwent continued refinement as the data were being entered. 
Fields of data used for the program were brgahized around 
criteria established for evaluating the study arid are listed 
be low : 

li CLC program 

Status of callers L=learnerr; T^tutbrj 1 = 1 rifbr mat ion 

3i Last name 

4. First name 

w. Telephone number 

6i City of caller 

7, Gender: M=T ; F=F 

6 i Dat e of ca 11 to answer i ng serv i ce 

9. Time of call to answering service 

10. Date of contact with CLC prograrii 

1 1 . Day of week cai 1 was made to the answering service 
iBm Source of information for the 800 number 



21 



31 



EKLC 



i3w takeri with client: ho contact; enrolled; second 

referral ; other 

i4i second referra 1 /source 



DlFitA ENTRY 

The data col lection log was the main resource used for data 
entry. To enscire t hat dat a were accurate, each log returned to 
BALRN by t he CtE program was reviewed and prepared for data 
entry. RaiA> dat a provided on the referral si ips from the 
answering service were coded on the data collection log, and 
eliminated the need to handle multiple referral slips when 
entering the data. The information coded on the log included 
the following: 

City of client 

Te 1 ephone number if g i ven 

Time of day answering service was called 

Day of week answering service was called 

Date client made contact with CLC program 

(fliction taken with client (no contact, enrolled) 

Source of second referral 

With these fields of data BALRN was able to track clients 
to the local program level to verify contact and follow-ujD, 
verify tine lapse frorn the 800 call to program contact, veV-ify 
number of referrals who enrolled, verify use of the 800 nurilber 
by tirne segment, and finally^ verify impact and correlat iizin of 
the media on the volume of calls. 



i. 

c!. 

J!fm 

4. 

G. 
7. 
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NUMBER QF INQUIRIES 

The answer ing ser^vice reported handling 10*71 inquiries for 
the test period beginning January and ending September 30, 
19S&. The number of inquiries received by the answering service 
is based entirely on the number of calls documented by the 
"referral slips". The number of inquiries and the program data 
reported in this chapter reflect the information provided by the 
answering service and the library programs. Since Sl'/t of the 
calls were received in September^ much of the data on program 
contact and fdlTow-up were not obtained and could not be 
included in this report. This is especially evident when 
cbrriparing the nurnb>.r of program contacts and the number of 
potential clients who enrolled in CLC programs. 

BRLRN got off to an exciting start January £. The 
answering service received 119 calls the first ten days of 
operation. Expectations were high that callers would continue 
to use the service at that level. But the number of calls 
declined because of sporadic publicity until August and 
September^ when a media blitz on literacy was initiated by the 
start bf_the RBC PLUS Campaign, Interir»at ionai Literacy Day and 
E^^ck to School. The answering service received a combined total 
of 6£7 or 58. B>i of the total number of inquiries for these two 
months with 547 of these received for September^ 

_ _ The answering service handled inquiries for £5 of the £7 
CLC programs in the toll-free service area. Of the 1071 
intquiries received, 477 or 45'/ were potential learners, 374 or 
34.9% were potential tutors and ££0 or £0.5"/. were callers 
wanting_m6re information about the program. Included in this 
grbufD of information callers were the 39 who fell into the 
miscellaneous or "other" category group. 

Three CLC programs consistently received more referrals 
each month thah_bther programs. These were: 1) Project READ in 
Sah Ft-anciscb, £) The Reading Program in Santa C 1 ara/M i 1 pi t as 
and 3) Project Second Start in Oakland. The combined total of 
these three programs made up 51'/- of the total number of program 
referrals to CLC library programs for the nine month period, 
(see Table £) . 
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TfiBLE £ 

TQTAL NUMBER OF 800 REFERRALS BY PRCDGRAM AND STATUS 



CLC PROGRAM 



AtftMEDA CQ PL 



ALAMEDA CITY PL 



AdidRN PLACER CO 8 



Total No. Calls 



^ Status cif Callers 



BUTTE CO LIB 



CONTRA CQSTA 



EdREkfi HdMBQLDT 



FRESNO CO LIB 



MARIN CO LIB 



MENDOCINO CO LIB 



MENLO PARK 



MERCED CO 



NAPA CITY-CO 



OAKLAND PL 



RICHMOND PL 



SACRAMENTO 



SALINAS 



SAN FRANCISCO 



SAN MATEO 



SANTA CLARA/MILPITAS 



SHASTA CO PL 



SISKIYOU CO 



Si:-SAN FRANCI SCO/DC 



STDCKTDN/SAN JOAQUIN 



WATSON V I LLE PL . 15 



70 



37 



14 



51 



151 
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E:4 



13 



810 



34 



18! 



13 



46 



31 



... 



IE 



c:4 



73 



10 



89 



18 



98 



10 



14 



£7 



£4 



6 



1£ 



84 



8 



10 



12 



10 



37 
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I§IB!=_EBDBRAM_.REFERRALS i03£ \ 47fi | yi JP. || tMt 

I9iBU_QIHER CALLS 39 



IiIB!=r_NSi._QE^CALLS 107 1_ 478 373 



EclO 



San Francisco, Mi 1 pi t as/Santa Clara^ and Oakland programs 
received the largest number of referrals- 



brMkdown of the cal lere by gender revealed that B3. B% of 
the callers were female. The majority of the calls were made to 
the 600 service on Mondays with £32 calls or £1.68*: and Tuesdays 
with £07 calls or 19.35^. An essential feature^ of the referral 
service was that it was operable daily^ £4 hrs per day^ and 
provided access on the weekends. While the percentage of calls 
on Saturdays and Sundays cannot be considered high at eight 
percent^ callers did make use of the weekend service when the 
program was advertised. A breakdown of the nurnbe.rs and 
percentages of calls received by days of the week is presented 
in Table 3; 



TfiBLE 3 

NUMBER OF CfiLLS BY DRY OF THE WEEK 

Ba>g: ^omber ESEcent 

Mon £3£ ii-_2B 

Tues _£e7 i9.35"yi 



Wed 166 i5-.5l2« 

ItiJiizs iii 

Eci 197 i§-.AtS 

Sat 38_ 3. 5554 



un 49 _ 4. 58^ 
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fivaiiabiiity of the service during off-hours seems nbt to 
have been a significant factor. Clients did use the service 
during off peak hours however, as expected the majority of calls 
were made to the answering service between the hours of S:Oi AM 
and IS noom Only 8. 59 56 or 9£ callers made use of the 
answering service during non-working hours. Time of calls was 
related to the publicity being aired by both television and 
radio. For example^ after viewing £0/£0, a special program 
aired by fiBE about the problem of i 1 1 i teracy, £3 calls were 
received by the answering following the program between 

1£:00 midnight and AsOO ami Another program aired early Sunday 
morning generated £7 ca?.is between 8:01 am and 1£ naar^^ unusual 
because under normal conditions not that many calls were 
received on a Sunday^ ft breakdown of calls received in four 
hour segments is presented in Table 4. 
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TABVE 4 



tiME OF eSttS TO 800 SERVICE 



-Tirne 

F^^om To 



Number % 



1. 


1£ 


:00 


RM 


4 


: pg 




^.o 


£• 


i4y: 


£. 


4 


:01 


RM 


P 


:gg 




£4 


£. 


££■/. 


3. 


6 


:D1 


ftM 


1£ 


:og 


PW 


4B4 


45. 


i9-/ 


4. 


1£ 


:01 


PM 


4 


:pO 


PM 


3&£ 


34. 


17-/. 


5. 




:01 


PM 


B 


:pp 


PM 


1£9 


i£. 


04-/. 


6. 


a 


:01 


PM 


1£ 


: 00 


PlM 


45 


4. 


£0-/. 



1 

ir-i iri \A\A\Ay'— 
12 3 4 5 6 



PROGRRM FDLLDW-UP DF 800 REFERRRLS 

P^sed on the i nf ormat ion reported by CLG programs 485 or 
45. ,£8:^ of the 1071 referrals were contacted, £17 or £0; £6'/ were 
enrolled and 9£ or 8. 5*/C were referred to other programs; Even 
after making contact with the program some clients decide not to 
participate or postpone participation once they discover the 
level of committment required. This is reflected in the 
discrepancy between the number who contacted the program and the 
number who enrolled. 

Conversely, it was not possible for programs to reach every 
referral even though some program coordinators indicated they 
tried three to four times. Primary reasons reported by program 
coordinators for riot being able to contact clients were: 

b rib telepH brie or wrong number given 

b t e 1 ephbrie d i scbririect ed 

b left message but rid response 

b prank call 

b phbriy names 

More learriers thari tutors enrolled in programs althoagh the? 
difference betweeri the two is_riot that significant; Mors tutors 
than any other grbLlp did riot fpllow-up with the program after 
initial contact. Of the 9G callers who wanted more information^ 
31 enrolled after- contact i rig the local program^ bat it was not 
possible to determine whether they enrolled as learriers or 
tutors according to irifbrmatibri reported by program 
coord inat or s; 
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TIME FRAME FOR CONTAGt 

_The "Conf irrnat ion Memo" was the primary mechanism cised to 
facilitate early follow-up at the program level; It was 
followed bi-^rribnt h ly with the Data Collection tog to docciment 
contact and action taken with the caller; Based on analysis of 
the data reported by program coordinators, t arn arocmd t ime 
(time between the 800 call and program contact) was not a 
si ghificant factor for this study because most callers could get 
a referral to a program in their community and most contacted 
the literacy program immediately following a referral; Of the 
4S5 cal lers who contact ed literacy programs^ the majority of. 
these or £01 (41 . 44^) contact ed the program on their own 
initiative and did so the same day of the initial referral by 
the answering service. Of the SOI callers who contacted GtC 
prbgrarris on the same day^ 90 were learners^ 70 were tutors and 
41 were information callers. 

The data also revealed that of the 485 callers who made 
contact with a program^ a total of 3£7 contacted the programs 
within three days of initial contact with the referral service, 
and by the fifth day^^ a total of 356 callers had contacted the 
program and 171_;or of the total number of enrbllees (£17) 

had ehrblled. The San Francisco and Contra Costa programs 
provide good examples. Of the £B0 program referrals made to 
both prbgrarris by the answering service, i3£ contacted the 
programs the sah-ie day as the day of referral and 69 of these 
enrolled. O small group of 1£ callers contacted the programs 
before calling the referral service and eight of these 
enrolled. One caller was a former student reentering the 
prbgrarri. 

fil most all the clients who contacted the program did so 
within one week, and contact virtually halted after iO days^ 
with a small resurgence of (13) callers making contact the third 
week from the time of the initial 800 call. df these^ two 
students, two ihfprmatibn callers and four tutors (8) were 
enrolled. Overall^ the programs reported that for 485 of those 
clients who made contact with a CLC program, the shortest time 
spari between the initial 800 call and program c«Dntact was zero 
days or a rnatter bf hours and the longest time span was S weeks; 

Since minimal ly it takes two to three days for the 
"Conf irrriat ibn Memb'* tb_arrive at the local program with contact 
information, 31% br 3£7 of the referrals initiated follow-up 
themselves and the majority bf these, 48>i or £36 were learners. 



SECOND LEVEL REFERRALS 

CLC prbgram cbbrdihatbrs report ed _rriaking a total of 9£ 
referrals to »3ther prbgrams. These referrals were made to other 
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CLC prbirams, adult rijadivig programs or nbri-CLC libraries either 
because there were no local CLC programs iri the comrnurii ty or 
because the clj^ents needed a program mbre_ apprbpi^iat e for their 
skill level- For example^ the Mendbcinb Cbunty CLC program^ 
which is in a rural jurisdict ibr.^ received a tbtal of 14 
referrals from the answering service and made nine referrals to 
other adult literacy programs in communities located closer to 
the client. The Napa City Cbunty CLC program referred 13 or 
of the 50 referrals they recei ved_t6 Laubach Literacy Councils 
and community church programs in Santa Rosa and Sonoma Counties 
and V^tllejb. The same is_true_bf the Salinas CLC program which 
received a total of 13 referrals and referred seven of these to 
the Monterey Cbunty Library, 

CLC coordinators were prbvided with the CaIi£ornla_r;ubl.i c 
LibrSt22«.9Mfeilt-§irectori tb assist them in making second level 
referrals to nbn-CLC libraries. (The Directory^ provides a 
listing with telephone numbers^ bf all main and branch libraries 
in Cal i fbrnia. ) Referrals were made by CLC cbdrdinators to the 
following types of programs. 

o ftBE/ESL 

o ftdult Reading Centers 

o fts i an M i ss ion Program 

o Career Centers 

o Community College Prbgrams 

o Contact Literacy 

o Diablo Valley Literacy Council 

o Gilroy Public Library 

o San Franciflcb Legal Assistance 

o Sari Joaquin Delta County 

d Volunteer Bureau of Santa Crus 



SECOND REFERRftLS ftND DIRECT INQUIRIES TO NDN-CLC LIBRRRIES 

The second level referral approach seems, to have worked in 

r?y^r^?- _While Tally Sheets sent to noh-CLC 1 i brar ies were 
'?^?^'"^_!^9 "^r^^^ frorii CLC programs,^ none were dbcuhlented 

even though CLC programs reported making 9£ referrals to nbn-CLC 
libraries. However, 17 non-CLC libraries did report receiving 
14G direct inquiries and referring 48. 55C or 68 bf these tb Ibcal 
CLC programs. 
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The libraries reiDorted that £6 of these enquiriers 
indicated they wanted help) with their reaching, 58 . indicated they 
wanted to volunteer as tutors^ and five indicated they wanted 
more inf bririat ion about the program. Sonoma Gounty Library 
reported the largest number of inquires with a total of 53 
contacts. The library staff indicated that two of these clients 
had been matched with each other, a learner wanting to learn 
EriDlish and a tutor wanting to improve his Spanish, bat did not 
indicate the status of the remaining 51; 

One problem encountered with tracking EtG referrals was 
that even though libraries were alerted that they would be 
getting ah increased number of inquiries because of the 800 
service arid riibst agreed to provide the information to BAtRN, 
they were not geared up to track clients from one system to 
another. For many, even providing information on the number of 
direct inquiries was a problem because they seemed not to have a 
li^flil point of contact for potential clients inquiring about 
service. 

finother problem associated with the second level referral^ 
especially in programs operating in areas where literacy 
resources and providers are more concentrated, is that clients 
failed to ment ion they were referrals from another program when 
interviewed and they were cbhsequehtly recorded as a direct 
program contact . 

ft breakdown of the number of inquiries reported by non~CLC 
libraries is presented in Table 5. 
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TRBLE 5 

INQUIRIES REPORTED BY NdN-PARTlClPAtiNS CtE PUBtlC tlBRARIES 



Li brary 


— L- 


St at us 

. — T — 


--U 


Act ion Taken 


Total 


Berkeley: PL 











referred to: 

filameda Co., Richmond CLC^ 
Berkeley LVfl. 




Barlingame PL 


1- 














bolusa FL 


i 




4 




§ i ven prdgm i nf o 




Lake Co L 







— 


4 






Los Gat OS ML 


1- 










Mill Valley PL 


1- 


— £ 











Monterey PL 


— 3 


— S 




-— -- 


referred to Co or 




Mt View PL 


— i- 


— £ 




- 






Nevada Co L 


— 4- 


— 3- 











brland FL - 


-4- 














Palo ftlto 
City PL 


1 












Redwood City 
PL 


5 


16 


4 




referred to Menlb Pi CLC^ 
Sam Mateo, 1 reg & ESb tutor. 




San Benito Co 
FL 


£ 








referred to Vol T, and 




San Brano PL 


1 


£ 










San Leandro 
Co PL 


£ 


1 






referred to Alameda Co CLC, 




San Rafael PL 


£ 


3 








3 


Sonoma Co L 


£ 


-1- 




io 


11 inquiries received at 
cent ra 1 and reg i ona 1 
1 ibraries. £ learners 




Totals 


£6 


58- 


-i- 


51 






L= 1 earner, T=t ut or, 


i=: 


Inf brrnat ion 


i U=unknow 
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CHAPTER VII 



MEDIft COVERAGE FOR THE BOO SERVICE 



Med ia coverage for the 800 service was spdrad ic- The 

original proposal which inci uded a cornponent f or a rnedia 
campaign and was integral to the support of the project was not 
funded^ The assampt ion was that local advert ising act ivit ies 
engaged in by BPltit programs could be coordinated to advertise 
the 800 number^ BfttiT eventually assigned responsibility for 
publicity of the 800 ^^umber t o a vol unteer cornrni ttee whose 
membership rotated every two months. The committee was 
responsible for generating publ icity about the 800 number and 
creating and '^''^iii^Q P*^*^^ ^ announcements to public 

affairs coordinators at local radio and television networks. 
This rotational handling of publicity hindered the elements of 
consistency and continuity which are vital to an effective rnedia 
carnpai gn. 

CDRRELATldN BETWEEN REFERRfttS PIND PUBt-iCITY 

One of the RifJor findings of the study was verification of 
the correlation between the number of referrals and the amount 
of publicity being aired by the public media. Without the 
support of a planned media effort, the system does not operate 
at maximum capacity^ Not only should publ icity occur regularly 
to be effective^ it should be targeted and cornmuriicated in a 
variety of fnodes at a variety of levels to reach the diverse 
population of potential participants served by CLC programs. 

PERK REFERRiRL RCTIVITY 

There were two periods of heightened activity during the 
nine month study: January-February dur i^^g the start up phase, 
when £3- of the inquiries were received and Plugust -Sept ernber 
during the last two months of the study when 58. 5"/< of the 
inquiries were received. From March with a high of 34 
inquiries, the referrals continued to plummet until they 
reached a low of 15 in May^ cl imbed to 48 in JunF?, and to 69 in 
July (see fippendix^ Number of 800 Referrals). During May when 
the calls were at their lowest , even the operators at the 
answering service asked "why are' t we getting any calls?"- 

In both periods of peak act ivity there was a great deal of 
media attention given to the problem of illiteracy, and local 
rnedia "hipe'* about the " t i t eracy Hot 1 ine" . In January when 
BRLRN was established^ the program was newsworthy. It was a new 
program av'ailable to people who had a reading problem and needed 
help. It was a new year which for many could offer the hop& of 
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a "new beginning''^ The 800 number and the program were 
pabiicized by most of the local TV stations, local radio 
netwoi^ks^ commanity groups, arid the press, so the program got 
off to a good start with 119 referrals within the first 10 days 
of service.^ The kCBS-Safeway Media Campaign planned to coincide 
with the start up of the 800 service was delayed until the 

P^^"^ month, arid in doing so, helped sustain the 

momentum of referrals with additional media support. 

in Aagust the moment urn began building for the advent of 
RBC» s Project Literacy US Campaign in September (a national 
campaign with the coiiaborat ion of Capital Cities/RBC, Inc. and 
the Public Broadcasting System to fight adult Literacy), It was 
time for school bells and new educational goals. National 
Li^teracy Month, International Literacy Day, and literacy was 

newsworthy again- in Sept ember, it seemed as if all the news 

stations were competing to have some connection with the 800 
number- In add it i on there was national special prdgramrning that 
occurred and ads with the BALRN ©00 number displayed at the end 
of many programs^ As a result of a the media activity in_ 
September, the answer ing service averaged more than 100 calls 
per week- Many clients contacted their libraries directly as 
advised by one part ici pant feat ured on the special program aired 
by RBC, and CLC coordinators reported an increase in calls and 
walk- ins from 40 to 300"/-i 

T^ble 6 ii lust rates the relationship of media activity to 
use of the 800 number.^ The figures in each cell, provide the 
number and the percent of calls for each month. 
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The fbl lowing table fDrbvides a breakdown of the various types of pubiici 
reported by clients who called the referral service and the narnbe^r and 
percentage of calls that were generated by the pabiicity; 

TABLE B 

MEDIfi COVERRGE^ NUMBER AND PERCENT SF REFERRALS BY MONTH 



MedirB 



Nb-BOO calls 



Med i a 



Safeway Bag 

TV__ 

KCBS-radlb 
Channel 5 
Channel 7 
Sunset Magazine 
SF Chrbnicle 
Office Merrib 
Cb~bp News 1 et t er 
CLC Program 
Ei^i-Niwslifetlr- 

:"Gh___-- ------- 

Safeway Bag . 
TV 

Channel 7 



lSS/15. 68-/- 



Saf eway Bag 

Ch inese Newspaper 

KCBS 

KhOk 

TV 

Channel 5 
Channel 7 
PG&E Newietter 



S5/7- "BZ'A 



-QElZii 

Safeway Bag 
TV 

Channel 7 
Channel 5 
Rad ib 



3^/3. 17% 



yay 

Library 
Tutor 
FM— rad i b 
Channel 7 



_J( un^^ 

Radio 
KMEL 
RJAZ 
TV 

Channel 7 
Channel 5 
Li brary 
-Nj^ysBager^ 



15/1. 2fO-/. 



46/4. E:S-/- 



jJuly 

Safeway Bag 
Career Center 
Readers Digest 
Friend 
Poster 
Li brary 
Channel 7 



_Qugust 

Safeway Bag 
Rad io 
KBLX 
TV 

Channel 7 
CLC Program 
Poster 
Magaz ine 

:Ein]ii:^_!=if e_E'i:c!3_cess_ 

-H^-s£_SOO_calis 



B3/e. 44-i 



81 /7. 56-/. 



Sfgtember 

Safeway Bag 
Rad io 
KBLX 
KBAL 
Channel 
Channel 
Channel 
Fr i end 
Bus 

Poster 



7 

11 
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CLC Prbgrarri 
TV 

Channel £ 
Channel 4 
Channel 9 
Channel 3£ 
Channel SO 
Co— bp Newsletter 
Merrit College 
.PG&E News let ter- 



547/51. 07-/- 
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MOST IMPDRTfiNT MEDIO INFLUENCE 

Since the media cbmppnerit is Buch an important cornponent 
for a referral service, it seemed necessary to document the 
impact the media had on the u&e of the referral service. to 
accomplish _ this the answering service staff was told to ask 
clients calling the referral service where they heard or saw the 
800 number- Program cbbrdinatbrs were also asked to obtain 
media information when possible and to report it on the Data 
Collection Log. 



Based on data supplied by the answering serviciB and program 
coord i nat or s , t e 1 ev i s i on was by f f*.r _t he _ rnbst i n f 1 uent i a 1 rned i am 
and generated the greatest number bf 800 referrals. Rlthbugh 
when interviewed by prbgrarn staff, many_callers said they could 
not remember where they heard the tol 1-f ree _nurnber, 58'/. of those 
responding cited television as the source of infbrrnaticin <see 
Table 7). P*^'^ television prbgrahi cited rnbst often (73 times) 
was the £b/£b special on Literacy, hosted by Ted Kbpel. Radio 
was cited as the next influential fburce bf information with 9%^ 
the Safeway Bag was next with 3%^ fbllbwed by newspapers and 
libraries- There was also a category of "other" which included 
those clients who gave nb sbUrce of information as well as 
clients who cited many different sburces. Some bf these other 
sources cited were: 



o 


Ch inese Newspaper 


b 


Co- bp News 1 et t er 


b 


Office rnernb 


o 


PG&E Newletter 


b 


Pbsters 


b 


Reader's Digest 


b 


S u nse t Ma g a z i ne 


b 


Time Magazine 


o 


Vblunteer Bureau of Santa Cruz 



Table 7 provide a breakdbwn bf media sburces cited and reported 
by the answering service and CLC cbbrdinatbrs. 



TABLE 7 



PERCENTfiGE: OF CfiLLS GENERATED BY THE WEDIR 



Med ia 



+t Calls 



?C-Calls 



1. TV 

Radio 
3. Safeway Bag 
Ai bibrary 
5. Newspaper 

ether 



616 
93 
37 
7 
£1 

£95 



5S5C 
9% 
3% 




12 3 4 5 6 
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VIII 
MflNflGING BALRN 



STAFFING 

The original staffing plan for BALRN allowed $30,000 for 

salaries of project staff. Thii, amount included contracting for 
a half-time consLat ant to manage the project and subcontract inq 
for a half-time support staff person for 12 months. Added to 

a part-time (as heeded) computer program 
specialist hired to design a data management program and to 
automate and input the data. The computer programmer was a 
student with an engineering background and specialized training 
in computer technology.. The project was able to hire hirn for 
almost one-fourth the cost of a professional programmer. 



_B^^^C'^9^^ project cbhsultaht was hired for half time, 

the amount of time required to manage the project varied from 
half to full-time. For example^ _ the start-up of the project 
scheduled for November 1, was delayed until December but the 
schedule for initiating the service remained January The 
project manager was required to work full-time to develop the 
necessary instruments and referral todls^ conduct training for 
the answering service, and prepare them for the January E 
start-up date- 

^ Extension of the service to include other CLC programs and 

been ihcl uded in the original plah^ the 
unpredictability of the number of referrals^ the need to 
constantly update and revise the referral ihstrurnehts, the time 
required for data entry and ref iherrieht of the data, the need to 
be involved in publicizing the service through local media 
channels, the reporting needs of the project^ the amount of time 
needed to analyze the data and write the reports and other 
activities and tasks that are always time consuming when working 
with groups, required the pro ject manager to work as heeded to 
complete the tasks regardless of the time ihvolved. 



RdkE 6F PROJECT ADVISORS 

_T*I^^ P*^^'9^"=^''''' coordinators were very much a part of the 

projects The project manager reported each rnohth to the BALit 
advisory group on the progress of the study^ ahd provided a 
report monthly, on the number and status of callers, ahd a 
breakdown on the number of calls by time of day and days of the 
week. During their meetings BALit members also advised the 
project manager and provided input and suggestions oh procedure?s 
for collecting program data, design of the ihstrurnehts used by 
the answering service operators, as well as feedback on the 
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quality of interact idri with the bpDeratbrs and accuracy of 
referrals to the local prbgrahis. 

There is no one pattern of staffing that is best for a 
service of this nature. Staffing should be determined by the 
individual needs:^ of each project and the clients who are the 
recipients of the service. The one factor that will have the 
most impact on how the project is staffed however^ is the amount 
of media act i vity being conducted to advert ise the service and 
the number of cal Is generated as a result of the publicity. 
B^A?"^?^ "^9 "^^^"^^^ process used to provide prbgrarhs with 

99D!^^9"^ ^r*f strateg ies employed to nlbnitbr the 

accuracy of referrals, the informat ibri needs bf the prbject, the 
frequency with which the referral database is updated, and the 
number 9f affi 1 iate groups who need to be infbrhled and updated 
on the activities of the program- Had BfiLRN received the 
original number of ca 1 1 s pro j ected each month (400) with the 
extended ser/ice^ project staff would not have been able to 
handle the volume of calls with the small staff allbcated for 
the project; 

The following staff respdnsibi 1 ites are suggest ed bn4;y as 
general guidlines for initially establ ishing a referral service 
and are based on the tasks psrfbrrned by the BfiLRN staff. Many 
of these tasks will not need to be done once the program is 
firmly implemented. Responsibilities are grouped by rrianagerneht ^ 
clerical and technical tasks. 



MftNfteEMENT/eOQRDINRTIOfsJ 

o Develop management plan and confer with project advisors 
or supervisor on the accuracy of planned tasks. 

o Develop criteria and outline to interview telephone 
answering agency. 

o Conduct interviews with answering service agencies and 
select service; 

o Set up toll-free number with telephone carrier and 
answer i ng serv i ce; 

o Hire support staff. 

o dbtain input from appropriate advisors on design forrnat 
and content of training and referral protbcbls. 



o Develop protocols, guidel ines and the process for 

^"outing ^f"^e^^=^ls from the telephone answer ihg service 
to the local programs. 
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6 Submit instruments to advisory group for review and make 
revisions. Make supplemental revisions and update 
materials as needed during the project- 

6 Develop workshop plan, schedul e and conduct initial 
training with answering service staff and whenever 
revisions are made to the materials- 

b Establish procedures for monitoring the quality of the 
interact ion between the answering service operators and 
and cal lers. 

b Mbhitbr, evaluate and provide feedback to the telephone 
service, staff on the accuracy of inf orrnat ion and 
referrals and the quality of customer satisfaction. 

b DevelbjD apDprbpriate resources and information formats to 
cbrrirnUnicate the status of the project to a variety of 
part ici pt ants and program affiliates, verbally and in 
writ ing- 

b Deyelbp public service ann6uncerr»ent s for airing on local 
radio networks and T- V. channels when invited and 
prbvide interviews to the press when requested. 

b Develop interview 'schedules and conduct interviews with 
appropriate programs part ici pants ■ 

b Handle day tb day prbblerris associated with establishing 
a referral service. 

b Desi gn apprbpr iat e tbbls and measures tb assess program 
effect i veiiess- 

o Hire computer prbgram specialist. 

b Select data management system tb brgahize data and for 
data analysis. 

b Collect and analyze data. 

o Write quarterly and final prbject reports. 



CLERICfiL SUPPORT 



b Perform general secretarial r espbhsi bi 1 it ies of typing 
correspondence, reports^ designing forrns^ organizing and 
manag ing prbject f i les^ and maintaining records on the 
number of calls tb the referral service. 

o Maintain files bn raw data. 
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o Monitor re-^errals for accuracy. 



o Revi se cind update ref erral s iristrUrnent s as needed. 

o Send oat contact inf orrnat ion daily to programs 
part ici pants; 

o Prepare da^t a CO i iect ion logs and tally sheets with 
composite I ists of ref erral s and rilai 1 to program 
part ici pants on schedule. 

o Prepare ret arned data col lect ion logs With coded 
information for data entry. 

o Maintain daily count of referrals and prepare monthly 
update report on the status of calls. 

o Develop and print computerized mailing lists in 
anticipation of targeted mailings. 

o Conduct foi low-up of "other calls" to make sure the 
clients needs are addressed. 



TECHNieHt TftSKS 

^^'^'^?r__*^/^?^_P':"^J^_^"^ manager in the selection of a data 
management pro gram i 

o Design program according to project specifications- 

o Automate programs with computer system. 

o Refine data management system:, 

o Perform data entry as data are collected. 

o Refine data^ and print reports. 



fill the tasks outlined above were performed by BPLRN staff 
and are listed here t o i 1 1 ustrat e t he level of commitriient 
required to estabiiih the BAtRN model. 



CDMMUNlCfiTlQN PLAN 

In addition to BALit members who initiated the project and 
who were the project advisors^ there were a number of other 
library groups who were interested in BAtRN. For those 
participating and affiliated with the project it was necessary 
to keep them updated about the status of the project, and to 
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communicate general information about the FJroJect to otherii 
To respond tb_the cbhimuhicat ion needs of the project^ a variety 
of reporting formats were developed. BflLRN maintained a 
cornmunicat ion relat ibnship with five library affiliates and 
disseminated inf prmat ibh to thern on a regular basis. they 
included the fbl lowing groups: 

1. BfiLIS (Bay firea Library Information System) and other 
Northern California Library Systems 



BfiLit (Bay firea Literacy?^ sponsors and program advisors 

3. CLC Library participants 

4. fill Library directors in Northern California 

5. Non-part ici pat ing CLC 1 ibraries 

6. Contact Literacy (National Literacy Hotline). 



The formats developed to cbmrriuriicate ihfbrmatibn about 
BALRN included the fbl lowing: 

i. The BfiLRN Fact Sheet - fbr wide dissemination - a brief 
overview on the whb, what^ when^ where and how of the 
project. 

c:. The BftLRN Monthly Update - fbr BRLit members- Pi monthly 
summary report oh the number and status of SCO 
referrals by CLC prbgrahi. ft format developed in 
response to BfiLit members wanting a reporting device 
which could be scanned tb quicRly view program totals 
and client status withbut descriptive text. 

3. The Doarterly Update - a two page newsletter for 
systems coordinators, 1 ibrary directbrs^ BRLit members 

_ P*"^'9^"^^'l coordinators tb update library 

affiliates on the activities and progress of BPiLRN. 

4. Quarterly Reports - for BfiLit members, the BRLIS 
coordinator and State Library Staff. R detailed 
description and document at ibh of prbject activities in 
progress. 

5. ©enerai eorrespondence - with the National Literacy 
Hotline in Lincoln Nebraska, to explore the feasibility 
of linkages between the national toll-free service and 
the regional tol 1— f ree service, and others i hterest ed 
in the pro j ect . 
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FEASiBiLiTY QF LINKASE WITH THE NftTIONRL SOD NUMBER 

"^"^^^P*!^^'^*^ discussions were held with the 

director of Contact Litersicy in Lincdlh, Nebraska to exjDlbre the 
feasibility of establishing an automatic relay systerri with the 
jBALRN 80e> number. The concpet was that a person calling the 
national number frc-rn any one of the area c»Ddes in the BRLRN BOO 
toll-free area would be relayed £;utbmat ical ly (uhRhbwn to the 
caller) to the regional 800 nufilber- 

Contact Li teracy was not in favor of the hboRup because of 

their need to screen incbriiing calls- Rn automated relay system 
would eliminate that possibility- Of particular concern was 
their capability to respond to the hearing impaired with their 
TDD system and to screen those callers who were- seeking 
inf ormat ion not related to program referrals . The hat ibhal 
number has the abi 1 ity to provide informat ion oh 1 iteracy 
programs that BALRN does not have- 
While the automatic hook-up seems possible at first glance^ 
after research i ng the poss i bi 1 it y with ftT&T and PacBell, it was 
concluded that the drawbacks under the current cbmniuhicat ibh 
climate preclude the possibility o. successfully hegbtiating a 
hookup between the two 800 n .mber systems- 



A more basic c^bi^icern is the comprehensiveness of the 
national database used to make literacy referrals to prbgrarris ih 
California. The number of literacy providers is ehbrmbus fbr 
California^ and an oui: -of-st at e database is hot expected tb be 

comprehensive because of the volume of programs, the need tb 
update information frequently and the prbblefn bf distahce which 
resuits in many inaccurate referrals- Even ih establishing 
BALRN^ the referral database of the operators heeded tb be 
updated frequent lyi 

Siven the apparent drawbacks and ihfbrmatioh heeds bf 
California Literacy providers, the screening heeds bf Cbhtact 
Literacy and t^e problem of distance, a statewide hur?iber would 
appear to be more desirable for literacy assistance within the 
state. Furthermore, it seems more feasibile to explore the 
technology required t»:. establish a toil-free service withih the 
state if the State Library is planning to implement a statewide 
system of referral. 



4b 

50 



CHRPTER IX 



MRKINB THE TRfiNSlTlON 



□PERPTING BUDGET 

BftLRN operated on a relatively small budget of *50, 000, 
of wh ich *30, OOO was allocated for salaries, *15,000 was 

for t&lecoriimuni cat ions and telephone charges and the 
remaining OOO was allocated for general operating expenses, 

T"he original budget for the telecommunication charges was 

based on a projected estimate of ^fOO calls per month- Lack of a 
planned media component to support the service resulted in the 
project receiving only of the number of calls projected and 

under spending of the budget by approximately *7, 000. A request 
was made to the State Library and approval was granted to use 
the unexpended funds to develop a media package to advertise the 
referral service. fi print package, for Bay Prea CLC programs was 
developed and is currently available for dissemination from the 
BAIui t program coord i nators. 

?c«me basic resources needed to manage BPLRN in addition to 
the usual office equipment, furniture, facilities an suppov-t 
staff were: 

o ft computer programmer 

o in-kind support from the fiscal monitor 

o Computer access and i n-hbuse capabi 1 i t y • 

o Data Entry 

o Operating (other than answering service and PacBell) 
-Software 

-cont act i nf orrilat i on 
-mai ling 1 ist s 
--mai 1 ing labels 
— common i cat ion tools, 
—office space 



CDBT DP THE TEtEPHQNE SERVICE 

P summary of costs for the toll-free service and 
telecommunication charges indicate that the service is 
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^conomical^ Charges were analyzed by rndrith arid broken but by 
an wering service and PacBeil with the number of calls and 
charges for each agency. Total cost s of the telephone service 
for the 800 number for nine months amounted to $1,950 or ah 
average of *£17 per month for the 1071 referrals verified by 
BALRN from the answer ing service- included in these charges is 
the one time non-refundable installation fee charged by both the 
answering service (*50) and the telephone carrier (i70) . 

Because they ^^"^ "6 wo d i f f erent systems with two different 
billing schedules that overlap, there is a difference between 
the number of calls recorded by the answering service, PacBell 
and the program each months PacBell charges exceed th«z«se of the 
answering service by approximately 50%. Furthermore the 
criteria used by each agency for a completed call is different. 
The answering service does not charge for incompleted calls or 
hang ups, while the telephone company charges for all calls that 
connect with the answering service whether completed or not. 

The answering serv ice char ges a base fee of $50 each month 
(this fee can often be negotiated ), for a minimum number of 
calls. For example, the base fee for BAt-RN was $50 per month 
for a minimum of 75 cai is^ and g:5 cents for each call over the 
minimum 75. So^ whether the sev-vice received one call or 75 
calls during the month, the charges from the answering service 
amounted to $50. When the cal Is exceeded 75, the monthly charge 
was *50 plus £5 cents for each call over the minimum 75. The 
result was the average cost per call was lower when the volume 
of calls was highest^ This held true for both services. The 
period between the months of March and May when calls were at 
their lowest, and Sept ember when calls were at their highest, 
clearly illustrate this concept i The average cost per call in 
March was *iE:. 85 when the number of calls received for the month 
was 34^ in May it was 94 per call when the number of calls 
received for the month was IBj^ whi le in Sept ember when the 
number of calls received for the month was 547^ the average cost 
per call was .87 cents. Overall, the average cost per call was 
$1*S£ for the 1071 calls. Which is an argument for supporting 
the service with a media campaign since there is an obvious 
correlation between media coverage and use of the service; 



CONTINUING BfiLRN 

Four months prior to the end of the study, BAtit mernbers 
were asked by the State Library Consultant to make a decision 
about continuing or discontinuing BAl_RN. T»ri assist BAtit 
members in making a decision, the project manager developed two 
examples of estimated costs to continue the program with 
mihirhurri^ medium and maximum budgets and formulae for allocating 
costs among BALit members. A comrnitte was assigned to review 
the examples and to make a recommendation regarding the future 
of the referral service. 
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Based on the infbrrnation presented, the cost effectiveness 
and the j3erf orrnance of the answer ing service^ Bft^ made a 
rtecision to continue the service,^ They decided to support BftLRN 
out of local program fuhds^ and came up with their own f.r.rmula 
for funding the project. To off-set some of the costs, the 
BRLit comrhittee solicited new memberships and was successful in 
recruiting two new nbn-GbG members to the program and retaining 
one CLC program that was not a gfttit member- 
Each member is charged an annual fee of *337- 50 for the 
service- The current plan calls fov-* no new members for four 
hibhths to determine first how well the program operates without 
the developer- Dhce the decision is made to accept new members, 
they will be accepted on a quarterly basis^ and annual 
membership will be prorated according to formulae decided upon 
by BfiLit. In addition to the annual fee (which may be higher 
than the *337.50 for first time members) new members will be 
required to pay a Joining fee of *40 to supplement the cost of 
staff time required to update and revise the Referral Guide- 

Theprbgram is being administered by the coordinator of the 
Plahieda CLC City Library Program who volunteered to take on the 
respbhsi bi 1 ity. _ The program is operating with JBi minimum 
budget derived from the membership of i£ members @ *337. 50 per 
program or a total of *5, 400- Staff include the program 
cbbrdihatbr^ who volunteers her time for BPILRN and a paid clerk, 
whb works. four hours per week at *iO per hour- The clerk is 
responsible fbr picking up the referral slips and mailing out 
contact infbrrnatibn weekly- Only members of BftLRN receive 
contact information on the SOO referrals, but member programs do 
make second referrals to other literacy providers when 
apprbpr iat e- 

The budget for continuing BPLRN is admittedly minimal and 
is hbt recbmrriended for other groups- find since there is no 
SilSDlM media campaign^ they may very well succeed in 
rnaintaihing the program at the minimum budget for their current 
rhernbershi j3- Hbwever^ it is speculated that new memberships will 
be prorated using different formulae and the result will be an 
increase in the costs for new member sh i ps- 



STftRT UP RND MfilNTENRNCE OF BfiLRN 

Some thought was given to the replication and maintenance 
of BftLRN and what thbse costs would look like with a paid 
prof essibnal t support staff person and a computer programeri 
ftnyone starting up a referral service or replicating BftLRN 
should understand that the examples provided oni^y serve to 
illustrate a range of costs required to set up an initial 
referral service, and to maintain the service with minimum staff 
and the required resources once the service has been tested and 
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is rp^cJy tb be irn piemen ted. The suggested resources are Based 
on the experience bf_BPiLRN. Budgets are based on the assamption 
that all expenses will have to be paid for by the project. Bat 
each project will be different and costs should be estimated on 
the bases of resources heeded by each program. 

ft program might be able to get ih^kihd support for the 
prb.ject, and could get by with considerably less than the costs 
illustrated in budgets dne and two, as BSLRN is currently doing. 
The fdllbwihg budget configurations are presented to provide 
dSiiMSiE examples^ and as guidelines for cons?.derat ion. 
Exhibit one is staffed with a professional and a support staff 
persbh for three-quarter time and a part-time technical staff 
jDersbn. 



EXHIBIT 1 

BUDGET FOR SETTING UP PiND TESTING A REFERRAL SERVICE 

CGNiULTfiNT^SERVICEsT^ 

Prbfessibnal staff services, 3/4 time 

15G0 hrs_@ f£:0/hr. *31,E00 
Support staff services, 3/4 t ime 

iSGO hrs I? $l£/hr. 18, 7£0 

CbmpLiter program spec i a 1 i st ^ part—time 

400 hs @ *i£'/hr- 4,800 



SUPPLIES AND WATER I RLS: 

Office suppl ies and consumable material for 

!£ rrib X $75 /mo 900 

Office space^ IE: rnb flOO/mo 1 ^ EOO 

Rsprbgraghics^ 1£ rnb »? *7S 900 

Printing, letter head and stationary 500 

COMMUNICATIGNSs 

Pbstage 1 - goo 

Computer time 500 

Telephone charges^ ici rnb @ *75/mo 900 

Telephbrie answer ihg service^ 1£ mo & *i50/mo 1^800 

__^'r# time set up chg bf $50, 50 

PacBell service, 1£ mo & f300/rnb 3,800 

one t irne set up chg bf *70, 70 

TRAVEL: 

Local travel to answering service agency £00. 

Total estimated cost without Media Component §68, b^o" 
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Exhibit two^ presents an estimate of costs for a haif-^time 
professional staff with a data entry cierk, to maintain the 
service for one year once it has been tested and is ready for 
implementation- These figures^ as are tnose in exhibit «z«ne^ are 
based on the assurnpt ion that there will be a planned med ia 
campaign, and the membership will be considerably larger than 
the £7 CLC participants involved in the test phase of BAtRN or 
its' current membership of IS progv^ams. 

EXHIBIT £: 

BUDGET FDR MfilNTftlNING THE SERViGE dNCE IT IS ESTPBtiSHED 

CDNSULTPNT SERVICES: 

Professional staff person, 1040 hrs if i£d/hr 
Data Entry clerk, Sc:0 hrs e *ic:/hr 
Office space, IS rno @ fiOO/mo 

SUPPLIES RND MRTERIRLS: 

Off ice Suppl ies^ and local travel to ansv^ering 
service 

Reprographics^ printing and xeroxing 

CDMMUNICRTIDNS: 

Postage^ mailing of contact information to 
member programs 

Telephone answering service for IS /mo & $150 
PacBell service for l£/mo i? $300/ 



Total estimated costs *36, 3E:0 



THE TRRNSITIDN 

There are some things the manager needs to do to orient the 
su.'?r?essor to the program and to facilitate a smooth transit iori 
and uninterrupted service. They are: 



1. Notify the answering service that thev^e will 
a change in staff (and billinri address ) at 
least two months in advance of your leaving. 



Notify the telephone carrier that there will be? 
a change in the fiscal agent (and billing address) 
at least one month in advance of your leaving. 

3. Meet with your replacement at least two month ivi 
advance so that there will be ample t irne to v^evieiA* 
all prbced ures and ref erra 1 i nst r urnent s. 



$£0, 800 
6, £40 
i ^ £O0 



480 
1 , 000 



1, 200 
1 , 800 
3, 600 
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4. Take your replacement to the ariswering service and 
i nt rod uce him or her to the i nd i v i d ua 1 saper v i sor s 
and the operators so they can get acquianted with 
the staff and get an explanat ion about how the 
answering service works. 

5. Update the referral tool with new names and 
addresses i f necessary. 

6. Get letterhead and stationary printed (if your 
prdgrarh has money). 

7. Update the mailing lists and print mailing labels. 

8. Not ify apprbpr iate affiliates of the change and 
date the transit ion will take ef f ect- 



RESPDNSIBILITIES OF SERVICE COORDINRTDR 

The following^ are tasks to be accomplished for the 
coord inatbr^ assigned volunteer or staff person who will have 
the responsibility of maintaining the referral service- 



1. Revise and update referral guide as needed 

2. Pick up BOO inquiries on a regular basis 

3. Develop and maintain a file for each prbgram 
member 

^m Send BOO contact information to programs within 
f i ve d ays of initial i nq u i r y 

5. Develop rr^cbrd keeping system to verify impact 
of service 

6- Organize infbrrriatibn for data entry 

7. Maintain mai 1 ing labels 

B. Meet with answering service supervisors to resolve 
prbb 1 ems quickly 

9. Review updated referral infbrrhation with bperatbrs 

10. Organ i ze and report prbgram st at us tb affiliate 
members 

11. Prepare mbnthly stat rep)brts on r , ibr f callers 



9. 



BE RVRILRBLE FDR RSSISTRIMCE IF NEEDED. 
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12, Develop a format for cornmctnicat ing inf orrnat iori 
about the prog ram 

13- Update mailing lists quartev^iy for new memberships 

14. Maintain rapport with answering service staff 

BRLRN was designed to be easily implemented once the 
underlying str».ictures are in place. These inciudG: 1) planning 
and setting up the system with a carefully chosen answering 
service agency^ £) designing referral tools and conducting 
priehtatibh^ 3) selecting tho> telephone cirrier to obtain the 
BOO number and the appropriate toll-free service, and 4) 
plahhihg and implementing c*. publicity campaign to advertise the 
service- Dhe important cornponent that is also part of the 
structure and often bverJor. Ued is the information and reporting 
need of the project to document what the project accomplished 
and the impact the service had on the program. 

The primary purp6s<^ of collecting information is to aid in 
the decisiirtn process^ either present or future- It is 
itODet^iivl for anyone planning to establish a toll-free service 
to Understand the ihipoY-tance of collecting, at minimum, data 
that will verify impact and assist in future decision making. 
Some of the questions that need to be asked during the initial 
planning process are: 

o Why is information needed? 

b What information is needed? 

b Hov>i is the information to be used? 

b When is the information needed? 

b Whb will use the information? 

b F'rbrri whom should the informat ion be col lected, and 
b How often? 

finswers tb these questions will assist the developers in 
focusing the information needs and in desii^ning strategies to 
meet the programs' objectives. 



PRELIMINfiRY RECOMMENDRT I DNS 

Preliminary recbrnrriehdat ions were made by BftLRN based on an 
early assessment of the ef f ect i veness of the service both in 
t erms of costs and perf brrnahce. The focus of the prel imi n£^ry 
recommendations is bh maintaining the service as it was 
developed and with the support of a media campaign to increas^e 
the use of the service. fill the prel iminary recommend at ions 
have been partially or completely implemented. 
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BiQQMMENPBI IS!S-.S£'=.-i s Cbritihue the toll-free referral 
service with state supported fUhdih§« 

BECQMt1ENDQTI0N_No^_£: That the State Library also fund a 
marketing cariipaign to publ i c i ze BRLRN, and to build 
awareriess of the syst eril arnbhg the t arget aud i ence. 

gEggg^|N0SIiQN_No^_3: That the service maintain its 

current name - Bay Area Literacy Referral Network (BRLRN) 
since it is already established. 

Biggfifiiyg9Il@^\^Ng-^ That BRLRN remain with the current 

commercial service in ftlameda, which was ihst rurriehtal in 
'jelping to develop the service and whose opev-atbrs have 
become proficient in making t imely and accurrat e referrals. 

Because of the early success of BfiLRN, the 13 BfiLit CLC 

coordinators who initiated the idea for the project decided to 
continue the service, and to support it with funds from their 
local programs;_ It is currently being operated with a small 
budget and supported entirely by the 13 CLC projects, augmented 
with the subscription of two new members and one CLC program 
(two non~CLG programs, Berkeley Literacy Volunteers of fimev^ica 
(LVfi) and the Livermore Public Library (PL) and; the Salinas CLC 
1 i brary program) m 

BfiLRN is being administered by the coordinator of the 
iPilameda City CLC Library Program, and as recommended, remains 
with the fllameda Answering Service- Only members of BfiLRN 
receive contact information on the 800 referrals, but member 
programs cont i nue t o make second referrals to other 1 i teracy 
providers when appropriate. Callers to the 800 number wishing 
to contact an out of state progr.=cm are automatically referred to 
the National literacy Hotline by the answering service 
operatorsi^ Th^ national number was included in the last 
revision of the Referral Guide- Operators were alerted to the 
inclusion of the National number and given instructions to refer 
callers wanting a referral outside of the toll-free area, to the 
National Literacy Hotline. 



SUSSESTiSNS TO ENHANCE THE QPERftTION OF THE PROJECT 

b involve the answering service staff in the program at 
the beginining to establish rapport and throughc-ut the 
program whenever possible to maintain rapport. 

o Get input from P=^^""t i c i pant s on the development of 

instruments, and submit them for review before they are 
final i zed. 
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o Field test referral instrurnerits with the operators 
before the service is initiated to deterrnime tneir 
ease of Use and level of accuracy. 

o Communicate dri a regular basis with answering service 
operators to let them know when there are problems, and 
to let them know when they are doing a good job, 

o bo a prel i niinary analysis of sample data to determine 
^t*^'^_P^'^'^®^^'^ of ihformat ion are emerging before 
select ing the data management program. These patterns 
^A^^ _ influence how the data mahagemeht jprograrn is 
^??^9*^^ci and how to get from the data^ information 
needed to satisfy the reporting heeds of the program. 

^* ^^^^^ adequate time for data entry ^ refinement and 
analysis of the data. 

EQNetUSIONB 

BAtRN provides a basic model for establ ishing an SOu 

referral service with a commercial telephone agency. Essential 
59 _ ^^^^^^^ ^'"^ service are operators who are patient and 

ff^J^^'^i^^ crallers arid a media cbmpbhent to advertise the 

service. Those wishing to repl icate the model can replicate it 
^^.A^.^^^f.^^'^^^^'P®^ select from it those cbmpbnents that 
address their service needs and adapt them tb fit the design of 
their program. 

'^^^.^f _f answering service with a tbll-free 

^'*^^'^*^^^_5?_P^"°^^_^?_?^F^^s to lit-:3racy ass istahce has some 
advantages over the more tradi*; ibhal models. With th is model 
service is available at all times and the caller always receives 
the personal at tent ion of an operator trained tb interact with 
the client population. One call provides the client with a 
local program and contact person arid they can quickly _fbl lbw~up 
the referral on their own initiative. Recruitment bf clients 
is expanded beyond the range of publicity engaged in by 
individual programs and all benefit from a sihglead br public 
service announcement. The toll-free 2bne(s) enables potential 

^^'^ "^'A^^T^ 1 from a wide geographical area and 

publicity can be targeted to recruit the category ( learners or 
tutors) of participant needed for t he prbgv-arn- Finally^ the 
model is considerable less expensive than the? cbsts of 
maintaining staff to provide this type bf service. 
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CLC LIBRARY PROGRAMS WHO PfiRTICIPRTED IN BiPiLRN 



ftlarneda Cotmty Free Library 
Hay ward, Cft* 

ftlameda (CITY) Free Library 
Pllameda, Cft* 

Piabarn— PI acer Coanty Library 
ftubcirn, Cft 

Batte Coanty Library 
Qrbville^ Cft 

Contra Costa Coanty Library 
Pleasant Hill, Cft* 

Eareka— Hamboidt County Library 
Eureka^ CPl 

Fresno County library 
Fresno^ CR 

Marin Coanty Free Library 
San Rafael, Cfl* 

Mendocino Cotmty Library 
Ukiah, CS 

Menlo Park County Library 
Mehlo Park, Cft* 

Merced County Library 
Merced, CPl 

Modoc County Library 
filturas;, Cft 

Napa City-Cburty Library 
Napa, Cfi* 



Oakland Public Li br ary 
Oakland, CR* 

Richhlond Public Li brary 
Richmond, CR* . 

Sacramento Public Library 
Sacrarnent b, Cfi 

Sal inas Publ ic Li brary 
Sal inas, CP 

San Francisco Public Library 
San Franc i sco, CO-jk 

San Mateo Publ ic Library 
San Mateo, Cft* 

Santa Clara/Mi 1 pitas Library 
Mi 1 pitas, CO* 

Shasta County Li brary 
Redd ing, Cft 

Siskiyou County Library 
Yreka, Cft 

So. San Francisco/Daly City 
South San Francisco, Cft* 

Stockton/San Joaquin Co. PL. 
Stockton, Cft 

Watsonvilie Public Library 
Watsonvi lie, Cfi 

Woodland Public Library 
Wood land, Cfi 



San Mateo County Library 
c/o Peninsula 
Belmont, Cfi** 



**This program is a BfiLit member but b&cause it is in the coui 
jail it did not receive any referrals from the referral service. 
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NUMBER AND 


PERCENTAGE 


OF CALLS 


RECEIVED 


EACH MONTH 


BY STATUS 


Month # 


Learner # 


Tutor 


-#-ln#o — 


Total 




Jari 


81 


— 50 


37 


168 


15. 68-/. 


Feb 


36 


35 


44 


85 


7. 93-/. 


Mar 


15 


13 


6 


34 


3. 17-/- 




8 


13 


5 


£6 — 




Ma^ 


6 


7 


— — £ 


i 


^ A A"/ 


Jan 


16 


10 


£0 


46 — 




Jcii 


35 


16 


18 


69 




Acta 


43 


15 


£3 


84 — 




Seg 


£36 


£14 


95 


547 — 


54^07?i 


Tot a i s 


478 


373 


££0 


4074 — 
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INTERVIEW GUIDE FOR ANSWERING SERVieE STAFF 



THIS INTERVIEW GUIDE. gfiSDEVEtBPEfi T© ASSIST IN THE COLLECTION 6^ 
DATA NEEDED TO EVALUATE THE SOO REFERRAL SYSTEM* THE GUIDE SHOULD 
IL^ilLES^. WHO CALL THE ^0 NUMBER. AND 

FOR REFERRING THEM TO THE APPROPRIATE LIBRARY (CLC) PROGRAMS. 

START 

li ADUtT READING PROGRAM. (SAY IT TWICE) 
PAUSE 

2. DO YOU WANT TO LEARN TO READ? 
PAUSE 

3. IJII-t^NEED SORE INFORHATION SO THAT I CAN REFER YOU TO THE 
READING, PROGRA0 NEAREST YOU. BUT FIRST I WANT YOU TQ KNOW 
THAT AtL QF THIS INFORMATION WILL BE KEPT CONFIDENTIALi 

PAUSE 

'I. NOW MAY I HAVE YOUR NAME? PLEASE SPELL IT. 
TELEPHONE^NUMBER WHERE YOU CAN BE REACHED ? 

(IF NO PHONE ASK FOR AN ADDRESS WHERE THEY CAN BE REACHED) 

THE CITY WHERE YOU LIVE OR MAJOR CITY YOU LIVE NEAR? 

PAUSE 

5i PLEASE HOLD WHILE I LOOK UP THE PROGRAM NEAREST YOU. 
PAUSE 

6. THE LIBRARY AND PERSON YOU SHOULD CONTACT IS: 

PLEASE CALL DURING OFFICE HOURS. 
PAUSE 

^* TO^OuI "f^THAT^ALRIGHTf T THE PROGRAM WILL GET BACK 

PAUSE 

^' iSnilx^^ "^0 l-EAVE A MESSAGE FOR YOU? (ASK ONLY IF THEY HAVE A 
PHONE) 

PAUSE 

9. HOW DID YOU HEAR ABOUT THE 800 NUMBER? WHEN WAS THAT? 
THANK YOU FOR CALLING. 

MR:5/86 
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THE REFERRAt GUIDE 



The fplldwirig Library programs are participating in the Bay 
Area Literacy Referral Network. People will be calling the 
800 nuinber from the Northern part of California to inquire 
about the "Reading Program", as Learners or Tutors. 

The "Referral Guide" was developed to assist you in making 
accurate program referrals. "The Guide" has been alphabetized 
to make it easier for you to use. Note that the page is 
divided into four areas: by city, contact person, library 
and telephone number. The pages are also keyed on the top, 
upper right side of each page with the names of two cities. 



The name of the city that_appears just to the left is the 
first city on the page. The name of the city that appears 
on the right, is the last name on the page. "The Guide'' has 
also been tabbed to make it easier to find the city where 
the library program is located. 

When a caller calls to inquire about a reading program, locate 
the city they are callingfrom in the "Guide" and refer the 
caller to that program. In some cases^ the person calling 
will live in an area where there is no CLC program. In that 
case you should ask them_ for the largest city nearest them, 
and refer them to that CLC program. 

An interview guide is also ihcli^i ?.d as part of the "Referral 
Guide" to assist you in cpllecti c _i:he data heeded for the 
project. If a person pills and ; to give their name 

and number, get as much ihforluat:^ :i us yov can. If there is 
other information that is offered >;y ':j^;ller, please 

record it on the call slip. _ At min ivnm:^ gt/*: the name 
telephone number of the caller, an .hi- ci* : the caller is 
calling from, where they hearo the ^ A^T>:!i^:^r, and whether 
or not they wish to become a Learner v>>r r?ator ^ In eases where 
there are no programs in the local ' s ; The caller, 
they are referred to the hearts t CLC pz car am.. 

Please let me know if you Iiave q:aestibn? oc_ suc^e^ *>tiohs about 
the referrals or the materials that will *Tiake it easier for 
you to do your job, and to .nake accurate referrals. 

i appreciate your cooperation^ patience and enthusiasm, and 

I am looking forward to a very productive working relationship. 



Margaret Robinson 
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ftGNEW ftNiSEE iSESND 



OTY 



CONTACT PERSON 



mElflONE 



AGNEW 



BRENDA GRAY 



SANTA e£ARA-MiiiPiTAS (408) 262-1349 



ALAMEDA 



DIMITY JEFPERIS 



ALAMEDA CITY 



(415) 865-2454 



ALAMO 



CAROLE TALAN 



CONTRA eOSTA COUNTY (415) 944-3358 



ALBANY 



ALMONTE 



SECOND START 
OR 

CHARLENE BLACK 
OR 

ROZMNE MILLER 
PHILIP MACDONALD 



OAKLAND POBEie LIB. (415) 273-3432 



RICHMOND PUBLIC 



MARIN COlTY FREE 



(415) 620-6565 



LITERACY VOL. PROGRAM (415) 540-1241 



(415) 499-7473 



in 
m 



ALTO 



PHILIP MACDONALD 



MRiN COUNTY FREE 



(415) 499-7473 



ALTDRAS 



JIM HALVERSON 



MODOC COUNTY 



(916) 233-3939 X330 



ROCK 



ALVISO 



BRENDA GRAY 



GRAY 



SANTA CEARA-MiLPITAS (408) 262-1349 



SANTA CLARA-MiLPITAS (408) 262-1349 



AMADOR CITY 



ROME MIHIR 



LITERACY VOL. PROGRAM (415) 540-1241 



ANERiC™ PfitVi? MACDONALD mm COUNTY FREE (415) 499-7473 



MGWIN 



eiTY 

ASTI 

BftYSIDE 
BECKNORTH 
BEL AIRE 

67 

BELLE VISTA 
BEL MARIN KEYS 



CONTACT PERSON 



DEBORAH ESSOE 



FRANCES WILLIAMS 



OR 



CAROLE TALAN 



JAMES ELSAAS 



LILLI SOMMER 



FRANCES rflLLIAHS 



JAflES ELSAAS 



LILLI SOMMER 



JIM HALVERSON 



PHILIP HACDONALD 



WENDY REYNOLDS 



PYILIP MACDDNALD 



HARUA OKAMOTO 



LIBRARY/PRO G R AM 



TELEPHONE 



ST. HELENA 



NAPA CITY-COUNTY 



PHILIP MACDONALD MARIN COUNTY FREE 



NAPA CITY-COUNTY 



COUNTY FREE 



MARIN eeUNf Y FREE 



SAN MATEO 



IW] 963-5244 



(701) 253-4283 



(415) 49R473 



CONTRA COSTA COUNTY (415) 754-8317 



AUBURN-PLACER COUNTY (916) 823-4168 



EUREKA-HUMBOLDT COUNTY (707) 445-3655 



(707) 253-4283 



AUBURN-PLACER COUNTY (916) 823-4168 



(707) 445-3655 



LIBRARY (916) 233-3939 



(415) 499-7473 



SISKIYOU COUNTY PUBLIC (916) 842-5027 



(415) 499-7473 



(4i5j 34H425 



BAY PRER LITERRCY REFERRRL NETWORK 
CQNFIRMRflON MEMO 

Date 



TD: Name of Program and Program Contact 

FRDM: BAtRN 

SUBJECTS Conf irmat iori of SOO referrals 



G9 



Ions for completing the "bog " 



Use the weekly "conf i fmatlbn memorahcla " from BAtRN to verify 
the callers listed on the "Leg" sheet, if the Information is 
incomplete, (e.g. one namei he hdmbers Wrong number) that is 
the information the caller chose to give, and it is left up 
to them to contact your program. 

The rest of the instructions correspond by number, to the column 
numbers on the "Log". 

1. Date caller called the 800 number (provided by BALRN). 

2. Name given the answiribg service (provided by BALRN when 
possible, but may require that you provide full name). 

3. Sex of caller. 

4. pate the caller callid: indicate when the caller contacted 
your program. 

5. Status of caller: indicate whether the caller is a learner, 
tutot ur wanted information (provided by BALRN when possible). 

6. indicate the actual date of enrbllmerit. If the person did 
not enroll, please leave blank. 

7. indicate where the person heard the 800 number: TV, radios 
newspaper, magazine, etc. 

8. indicate where the caller was reffrred (e.g. eemmuhity 
college, ABE program, literacy vol unteirs ^ " etc . ) . 

9. Leave the totals column blank. 

IS. indicate the number of people who contactid the program to 
become learners or tutors who did not usi the 8B0 number. 

11. indicate how many of these non-8*0^ inquiries in #10 enrolled 
in your program. 
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BAY AREA LITE,RACY REFERRAL NETtlORK 



mmk 
mm 
mum 



ec)htact__ 
Program - 



Bate Sept. 3Q, 1986 
Referral Dates Sept. 15-36, 1 98 



BALRK Data Collection Lbn for CLC Programs 



li=Leam< 


ir I=-Tutor- 


I=Inforinatidn 


1. 

* • 

Date. of 

SOD 

Call 


2. 

Name of Caller 


3. 

F/M 

■ 


bate 
taiier 
Contacted 

yolir 
Program 


c 

J* 

I 


T 


I 


c 

Qi 

Date 
taiisr 
Enrolled 
m your 
- Program 


/ • 

Where 

DiQ tne 

caller 
Hear About 
the Progran 


6 

Of 

Was the caller referred 
to anctner program? 
Please indicate where. 


9/16 


Alexis Donavilk 






X 












9/15 


Cassandra Harris '~i 


r 


X 










m 


m — 


Mr. Jamerson 


- 








X 




TV 




9/15 


Stan Buergan — 
















9/15 


Becky Gross 






X 












9/16 


Jnhn trtAmg 














TV 






Marv Rpngnn 
^ 






X 








TV 






Victoria Barbero — 






X 








TV 




9/17 


Ruthann Miller 


F 






J 






TV 


n 


|»Totals 



















0, How many inquiries were received from tutors or learners that were not from Return by: 
the 800 number? Return toj" 



li.How many of these inquiries resulted in enroilmerit in your program? 



Margaret Robinson 
BALRN 

125 - 14th St. Rm. 6 
-OskiandrCA 94612-4397 




TALLY SHEET FOR NON-CLC PUbLIC LIBRARIZS 



eAtiiaRNJA 
cahcaicn 



Pleaseprovide the i nf grmation reguested bel ow by 
appropriate columas, and return the form to BALRN 
the form even if you do not get any referrals. 



Libra ry Sunnyvale Pub Lib 
Date Sept. 1, 1986 

filling in or checking the 

by the date requested. RetUri 



L=Learriev 



T=Ta^t4xr- 



Date ybo\ 
contacts 



Name/1 ocati on 
caller 



of 



Was the cal ler 
referred from 
a ebe pr o qram - 



Was call 
direct 
ihguiry - 



What 



happened 
call er 



to tl 



Total s 



Comments : 



Return by: 1986 

to: Margaret Robinson, BAL 

60 125-l4th St. Rm. 6 

73 Oakland, tA 9461 2-43 
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Montii o f May^ 





CLC PROGRAM 


850 


» & NGN 800 
















GAtiTfl- 


MBDIft OQgKRBGF 


BREAKDOWN OF CALLS 






L 


T 


i 










NUMMARY OF CALLS 






















AUMEDA CIT7 PL 


















LEARNERS: 7 
TUTORS: 6 


AHRHRW FTACKR CO 


















INFORMATION: 3 


BUTTE CO LIB 


















OTEER: 9 


f)n>m» ooCTa co 


3 






1 


1 


1 








EURESK/HIHBOLDT 


















# OF CALLS PER/WEEK 


JraSNP CD Ijffi 





















-WEEK OF: May 1 1 
WEEK OF: May i 6 


I@1DQC1N0 CO LIB 


















Wc.£K OF: May 11 2 
WEEK OP: May 18 4 
WEEK OF: May 25 3 

TOTAL 16 

TIME OF CALLS 


*®iIEe K®K 



















fERnm do 




















- 


■ 

\ 
































Sam to fiddh 9 




5 




— ^ — 


— J. — 










Nddn to 4pm 4 


RICHn»D PL 


















4pm to Spin 3 
8pm td 12pm 










1 — ^ — 








1 




SALINAS PL 


















TOTAL 16 


SMJ f1«l^SGb 


3 




i 


2 






— 3^ 


1 


DAYS OF CALLS 


SAN fMKHaj PL 


















MONDAY 2 




; .3 


1 


1 






1 


1 


— 1 — 


TUESDAY 4 


SHASTA CO PL 


















WEDNESDAY 4 
THURSDAY 4 


siaSYoe m 


















FRIDAY 1 


so SAN FRffldSdO 


1 • 




1 




1 








SUNDAY i 




















TOTAL 16 


NATSGNVILLB 








































TCfEAI^: 


16 


7 


6 


3 


1 

2 




3 


7 - 





L=Learner; T=Tutor; I=Inf drinatibn 
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BALRN PUESTIONHAIRE 



LIBRARY PROJECT DIREGfORS 

tJjC Prograitu 



The purpose of this questionnaire is to get a sense of the impact 
the toll free referral service has had on your prdgrain and the 
level of literacy assistance you provide. 

INSTRUeTiONS: Please rea^^ carefuily before 

answering i Most of the questions are open-ended and sbihe 
recjuire multiple responses. When responding to the dpeh-ended, 
questions, use the back of the page if necessary. I have tried 
to ask only those questions that will yield the'' kind of data I 
feel necessary to provide closure to this study^ and I have tried 
to keep the questions as brief as possible. I hope it will hot 
cbnstune too much of your time. 

Please return the questionnaire WITHIN 5 DAYS in the enclosed 
envelope. THM^K YOU for your cooperation. 

QUESfibNNAiRE 

1. What impact did the referral service have on your program? 
Be is specific as possible.- 



2. Other than ah increase in enrollment and/or visibility^ wha 
benefits did your program derive from the toil-free referral 
service? Please be specific:__ 



3. In your bpihibhf is the tbll-free service reaching the app- 
ropriate target pbpulatibh? Yes: No: 

4. Althdugh, we have tried tb track the number of 800 referrals 
who enrolled in your prbgram^ we probably missed some of them 
because of cbnditibhs bver which we had no control i Accbrdina 
to your records^ hbw many bf the 800 referrals enrolled in 
your program? Tbtal number . 
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a. Number of Learners? 

b. Ntunber of Tutors 

c; Number referred to other programs 



Approximately how many clients who contacted your program 
directly, were enrolled? 

a; in your opinion^ were these clients influenced by 

publicity of the 800 hiamber or other publicity efforts? 



b. How many of these were Learners? 

c. How many of these were Tutors? 



Has the level of non 800 referrals increased sighif icahtly 
or is it about the same as it was before the referral service 
was established? 

a . increased ( ) 



b. about the same ( j 



Part of the effectiveness of any program is determined by 
what happens to the client after the program is contacted^ 
and how quickly service is provided. Please respond as 
accurately as possible to the fol lowing questions: 

a. Approximately how many learners referred through 
the 800 service are now being tutored: 

b. Approximately how many tutors ref erf ed through the 800 
service have been trained, and are how tutoring? 

^at is the average length of time tutors are required to 
wait before they are trained and begin tutoring? 

Has the waiting period increased or is it about the same 
as it was before the referral service was established? 
Increased ( ) The same { ) 



If the amount of time is considerable between ehfdllmeht and 
teaming^ what percentage of learners would you estimate are 
lost because of the waiting period? 



7B 



i2. Has the referral service affected your ability to provide 

literacy assistance? Yes { ) No { ) 

If yes, please explain? 



13. If the request, for literacy assistance should increase 

significantly because of publicity by the media, describe 
briefly what will happen to your prograin. Please be 
specific . 



14. What resources/services are needed most to cdntirtie to 

provide adequate literacy assistance to the cbmir Unity? If 
several resources are needed , please list theiti in order of 
priority . 



15. In your opinion, do you believe operators at the answering 
service did a good job? Please be specific. 



16. Do you have any cbinplaints, about the answering service or the 
referral system? If so, please be specific. 



17. Did any of your clients complain about the answering service? 

Yes: ^Nb: If yes, what was the nature of the complaint (s) ? 



18. Do you believe the toll free service is cost effective ?- 
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19 i In your_opinion^ who do you think should finance the toll 
free service? - 



20 i In way has the PLUS campaign affected your prbgram? 



21. Do you have any recommendations for a person or drganizatibh 
setting up this type of service? Please be specific. 







Gthf^r comments: 







THANK you FOR ANSWERING Mah THE QOEJSTIONS. 



HR/9-30 



65 7g 



QUESTION' IftI RE R:" ' 



to get a sense of the inipact BALRN Han on CLC prbgran.si and 
how they felt about the service, a ££ itehi d ies^t ionhaire i^af> 
developed and mailed to IS CLC coordinator- ;see Library Project 
Directors Questionnaire). The 10 questionnaires that were 
returned represent a cross section of CLC programs located in 
rural and urban jurisdictions. The following is a summary of 
the responses to the questionnaire?. 



IMPftCT DF BftLRN dlM CLC PROSRPlMS: 

Five programs reported that BPlLRN had "minimal to very 
little" impact on their programs because they received few 
referrals and the ones they received were referred to other 
literacy or library programs. 

Five program coordinators reported that the impact was 
posit ive because it increased the number of referrals and 
inquiries from both potential tutors and students and helped the 
program speed up service and response time. One program 
coordinator reported that "while few called the 800 number, rhahy 
had heard the publicity and chose to call the library directly. 

OTHER BENEFITS DERIVED FROM BfiLRN 

The majority of the programs responding indicated that they 
benefited in ways other than increased enrollment and 
vi^sibility. Most cited the henefit of being part of a unified 
media and publicity effort, and felt it was good public 
relations for the program. One coordinator indicated that 
rietworking with other BftLit programs was beneficial. 

RERCRING THE TARGET PQPyLftTiQN 

Nine of the prograni coord inators ind icated th^ t the service 
was reaching the target population. The program conrdinat- > who 
Vc^'lt the service was not reaching the appropriate audience 
indicated that her program had received very few refcj.^rals. 

DIRECT PROGRRM GQNTftCTS 

Rl 1 but one CLC coordinator reported enrol i ing cl ients who 
contacted the program d irectiy. The number of direct contacts 
who were reported as enrolled in CLC programs ranged from a low 
of five clients for two programs to a high of 80 each for two 
prpgramSjL_ Three other programs reported enrollments of 54. 5'/C, 
605^ and 75>ij and the remainder indicated that these figures were 
not readily available. 
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INFLUENCE DF BRLRN ON PRDGRflW CDNTRCTS 



Uheri asked if direct program cbri tacts were influencfc-i by 
fDublicity of the BRLRN 800 number^ the majority of the 
coordinators responded that contacts were generated by both the 
regional and national 800 nUrhbers and it was difficult to 
d i f f erent iate between the two. One coord inat or reported that 
direct referrals to the prograiri were generated by other 
publicity butthat the "800 number made it easier to respond" 
to. clients. Another cbordinator indicated that national 
publicity was cited most by those people making direct contact 
and although, infprmat ibri bn the status bf thbse clients was not 
provided^ all but three cbbrdinatbrs indicated that ribn— 800 
referrals had increased significantly. 



FOLLOW-UP RND PLRCEMENT 

Jnfbrmatibn reported by program cbbdiriatbrs bn the number 
of learners being tutbred and tutbrs wbrking with learners was 
ihcbrdplete. However^ three prbgraiils indicated that the waiting 
time for tutbrs before they are trained and teamed averages bne 
to six months l.nd has increased since the SOO service was 
established. _ The other six programs reported that tutors wait 
from brie to four months befbre they art trained and begin 
tutoring and the waiting peribd has not increased but remains 
the same. 

Five of these programs reported a loss bf apprbx ihlate 10% 
bf their learners due to the waiting period. Or ,i prbgrarh 
repbrted les3 than 5% and another one said that "sbrrie move, 
otherwise not tbb many are Ibst, they are willing to wait". 



EFFECT OrsJ PROGRRM SERVICES 

Only two CLC cbbrdinatbrs -reported that the referral 
service had an effect bn their ability to provide literacy 
assistance. prbgrarn indicated a need for more tutbrs 

because bf increased referrals, while the other one indicated 
that the service "has imp)- bved access to students" and reduced 
the amount bf staff time required to refer clients to other 
prbgrams. 

Prbgrarn cbbr d i nat brs were asked t b descr i be what wou 1 d 
happen to their prbgrahl if the request fbr service increased 
significantly* because bf the 800 service. Most responded that 
they wbuld need to increase their budgets, training staff to 
train tutbrs and increas-3 their resources for the learners. The 
waiting peribd between contact time, tutor training and 
placement for learners would also increase- One coord inator 
indicated that waiting time for screening would increase by 
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three to five weeks and possibly to three months for teaming. 
Rnbther fDrogram indicated they woaid have to refer volunteers to 
workshops in other count iesi 



RESOURCES NEEDED FDR CONTINUfiTiQN 

Cbbrdinators responded that in order to continue to provide 
service at the current level, they needed more resource material 
for both learners and t utors, more space for iearner-t utor 
teams, and increased budgets for additional staff to recruit , 
screen and train more tutors. More adequate compensation for 
work, free st uder.t _ assessment capability and tutor consultants 
to improve the quality of volunteer tutors, and more staff for 
community college and adult education instructors were also 
cited 

EFFECTIVENESS OF THE REFERRfiL SYSTEM 

Coordinators who responded about the performance of the 
answering service and the referral system offered few 
complaints, except for misspelled names and referrals who were 
in another county. Seven coordinators indicated they believed 
the toll-free system was cost effective^ and one coordinator 
added that the level of accuracy was "much higher and the 
frustration of delay shorter". dne coordinator responded that 
the program was not cost effective for her because of the iow 
percenatage of referrals she received^ but she was "willing to 
support it because it was a worthwhile service". The response 
of one other coordinator was "not enough data to tell at this 
point" and one philosophical response was: 

□n the surface it rhay seem . . i cost effective; 
If we are to L:pntinue to make an impact on the 
number of people who want literacy services^ a 
consistently present referral number is needed. 



SUPPDRT FOR THE BOO SERVICE 

Program cbordinatbrs responded in a variety of ways to the 
question of who should support the SCO service- Their responses 
were : 

o The counties who use it 
o St at e and f eder a 1 mbn i es 

o Library agencies choosing to use the service on a 

perceritage basi s 
o The Bay firea 

o Joint State Library and programs prorated on a per 

use basis, and 
o The State Library 
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EKLC 



iMPfiCT OF ftBC'S LITERHCY PLUS 



Si nee ov^r^ ^0% of the SCO referrals were received in 
September as a result cf BALRN' s collaboration with fiBC S PLUS 
staff at charmels nine and four, CLC coordinators were asked how 
the PLUS Campaign affected their programs. Pll the coordinators 
reported an increcvse in prograrn activity. One program reported 
a SOOTt increase in calls during September (and early October)^. 
Of these, a total of 195 were received bet ween September 15-30, 
and 145 of these cited the 800 number. the calls were generated 
by a comb i nat i on of bot h the 1 oca 1 sind nat i on 800 numbers • 
Other programs reported that calls from both learners arid tutors 
had i ncreased , and so did 1 ocal awareness of t he pr ob 1 ehu One 
respondent report ed that the PLUS Campaign has increased student 
calls and drop-ins by 98>^ and it also increased the number of 
calls from tutors and "others." One program coordinator 
reported that the campaign had created "too much work and there 
was too little staff to handle ...it". 



RECQMMENDftTiQNS FROM CLC PROBRfiMS 

Program coord i nat or s were asked to share their 
recommendations based on their experience of participating in 
the referral service. They offered the following responses: 



1- Try to keep reporting requirements as simple as 
poss i ble. 



cTi • Do not establish any service of this sort without 

ensuring the means for p* " icityu The 800 number did 
not get the use it should .;ave because there was not 
funding provided for publicity. 



3 . The publicity for such a serv i ce MUST be firmly in 

place with a Pftib staff person to ensure cofilnlunicat ion 
to the public about the availability of a toll-free 
number. This responsibility cannot be layered on top 
of a multiple stack of other responsibilities program 
directors currently manage. 

4i Refer calls to literacy services in their own 

j ur isd ict ion and assess the number of 1 i teracy agencies 
requir i ng or desiring services. 

5. Set adequate budget and staff first . 



EKLC 
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OPERATORS INTERVIEW QbESTIQNNftl RE ftND RESPONSES 



This questionnaire was administered face to face to operators 
invblved in testing rhe literacy referral service. The piv pose 
of the questionnaire was to gain sorne insite about the 
conditions that rnade the service successful, how the operators 
were affected by their involvement ^ and to get their 
recommendations and suggestions for other organizations wanting 
to replicate the service- Rlthcugh their responses are not 
lengthy^ I believe that some of them are very informative. 



1. HpW_DlD_YDy FEELWHEN YOy HERRD THRT YOUR RGENCY HRD BEEN 
SELECTED TO PRRTICIPRTE IN TESTING THE REFERRRL SERVICE? 

a. I didn't bel ieve there was really a literacy problem^ and 
that this type of service was needed. My views changed. It 
was worse than I imagined. 

b. I thought it was a good program because I had heard about 
the one in Dak 1 and r 

c. My reaction was personal and I was glad^ because I think 
it's needed. R mernber of my family has a reading problem^ 
and he has now enrolled in the prbgrarh. It was really the 
only help that was available and hot frustrating .... 

d. fit first I thought it was going to be real cbrhpl icated 
similar to the parental stress line. "Ididn't anticipate 
it being as easy as it is. People are all pleasant and 
patient. I had some preconceived hbtibh that people would 
not be able tb tell what they wanted" but that has turned 
out hot tb be. 



£. WHfiT_EXPERIENCE_HRyE_YDU_HRD IN WORKING WITH RDULT NON 
RERDERS OR RDULTS RERDING RT R VERY LOW LEVEL? 

a. Ih New Ybrk I did reading for the blind aha had a childrehs' 
readihg grbup^ but that was a differeht experiehce. 

b. Only a persbhal experiehce with a family member^ who is a 
high schbbl graduate. I was surprised tb f ihd but that 
there was a readihg problem- I thought every high schbbl 
g r ad uat e cb»a 1 d read . 

c. I khbw a cbuple. Hbw cah pebple get but bf schbbl and hbt 
( khbw) hbw t b read? 

d. I had had no experiehce at all. 
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DID YOU HfiVE_ ENOUGH, INFDRWr^ITOrvi RBDUT TRE PROGRAM TO ENftBtE 
YOU TO FEEL COMFDRTRBLE RBDUT ^iMKlNG CLIENT REFERRALS? 

Yesi It was a good idea to kv,cw what the program was about; 
Yes it was a good idea- 

bk 

Yes, it was Just enough. Not tirhe consuming* 



WHi^T OTHER INFORMATION PJOULD HRVE BEEN USEFUL? 

Program information wa^ well covered. Most people want to 
get involved but they don't want the answering service staff 
to provide < unviecessLry) answers. Keeping knowledge of 
answering sev^vice staff to a minimun is a good idea. 

Felt is y adequate. 

I thought it was just right. I tend to get too involved 
because of my pei-sonal experience. Not knowing everything 
about the program preverits me from getting too involved. 

I Don't think other information was needed. 



DO YOU FEEL THRT TRfiINING_lS_NECESSiRiRY TO PREPftRE THE 
OPERftTORS TO HANDLE 800 REFERRALS FDR CLIENTS WRO USED THE 
SERVICE? 

J felt the orientation t^as heeded to make staff aware of the 
clients needs. 

What we had was sufficient « 



Yes and no. It does take a period of adjustment. 

i_§id not think thr* movia was necessary^ but the background 
information was helpful otherwise you have the wrong idea 
about people, who are not ELS. 



HOW DXD I'QU FEEL ABOUT HAVING AN INTERVIEW SCRIPT? WAS IT 
HELPFUL? HOW? 

°!^^'_ ?5_was helpful - gives a base to work from - to know 
what the program needs. 




b- The orfehtatiori was good and helpful because the rhore "they" 
(operators) k-v jiw the better. 

c. Not useful. Inf orrriat ibr- about the program is iribre useful. 

d. Not crazy a*^but it. Th^ nformation was very ba&ic and the 
scr i pt was nbt needed. 

7. THE_REFERRRL GUIDE UNDERWENT SEyERHL_CH YOU FEEL 
COMFORTABLE WITH THE GUIDE IN ITS' PRESENT FORM? 

a. It's OK now. 

b. Now OK. 

c. Yes, OK. 

d. OK. filpha order is OK. 

8. IN YOUR_gPINigN DOES IT TRKE, B_PERSON WITH SPECIAL QURLITIES 
TO PROVIDE THIS TYPE OF SERVICE? 

a. Needs patience and understand i hyi arid flexibility. Should 
be a way of finding but i hf brh-iat i bh for "zhe client. 

b. Be h^ oful and patient. 

c. The .'^^bh dbesh" need special qual it ies. R per*ibn '^heedi- 
pat hu^ empathy. It^s shbcRihg when you find but people 
can^ t read. 

d. Yes, empathy. Helps (opera *-brs) be respbhsive to the client 
and want to see that they get help. 

9. IS IT IMPORTANT FOR, THE HPER^fORS TO KNOW WHEN THERE WILL BF 
fi HEfiVY MEDIR BLITZ? 

a. Yes, in case extra operators are needed. 

b. Yes! 

c- Yes. Knowing that we will have to answer the phones more, 

d. Yes. 
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lO DO YPU_THINK IT IS IMPORT. :NT FDR THE SERVICE TO QPEFRATE £4 
HOURS PER DfiY 7 DAYS PER WEEK? 

a. Yes, because its' more accessi ble and more private. Some 

pebpld rqay want to call at odd hours because? they might not 
want anyone to Rnbw that they can't read. ^rnen the service 
is a 1 waS's access i b 1 e it prov i des t hern n'ore cppbrt u*^ i t y for 
confident ial ity. 

b; Yes, 7 days a weeR. 

c; Yes, because people working nay not be able to call daring 
regular work hours, if they work funny shifts. People slso 
need time tb^et up the courage after they hear/see the 
number - to think about it before they will call. 

cl- Yes, Uscause accessibility needs to correlate with the 
medie. 



11. HOW HHD THIS PROGRAM AFFECTED YOU PERSONALLY? 

a. Increased my awareness and sensi t i vi ty to the probl*?m. I 
had no idea of the magnitude. I wculd like to volunteer v 
become a tutor. 

b. It's a good thit^ig;, i knbw two people whio can't f^ead. 

c« Although I was aware that many psbple have a reading problem 
i was tjot aware that it was such a omrfion ont. Its nice to 
know that there is a program. Fvov; addle schools don't have 
programs because ABE doesn't work with this levels and most 
adults are uncbmf brtable ina reading class of high school 
students, so they have no place to go. Most people are 
willing to pay if bffered. 

d. I was made more aware of "^ihe Firbblerri« 1 feel good that T arn 
making a cbnt ri but ion. 



ia. WERE THERE ANY PROBLEMS ASSOCIATED WITH lij^RINB REFERRALS? 

a. None. Some people who called had the wrong number. You 

always get a few calls from pDeopDle whb are hangups, cranks, 
or call for somethir-ig other than what the service offers- 
fa; No. People were very nice and very patient. 

^" ^9" _ _ y??^ P^^pl^ ^^^"^ very nice. Biggest prbblerri was 

straightening out the informatibh, and finding but what 
worked best. Very few problems nbw that the information is 
debugged; 
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^" _ 6"^ f i^^s**^ I thought the cal lers i^ere §oihg_tQ be very 

difficulty similar to the clients on the RafDe Crisis Lihe^ 
bat that turned out not to be so. Everyone is pleasant and 
very patient, and cellars seem to know what they want. 

I3i WHAT WGUtD YQU RECOMMENb FOR fiNYONE SEttiNG UP THIS TYPE DF 
SERVICE?. 

^- I t ' s xmpc ant to provide sorne or ientat i ~n to devel bp ah 

awareness of the problem. Operators need to be sehsi t i zed 
to the problem so that they are wiiliv^ to find (provide) 
help < for the Crtl ier ) . 

1 believe that a smaller agency (ansi aring service) is 
better because operators are more caring and sensitive. To 
big companies "t . me is MONEY" and they are less likely to 
take additional time if needed, to be responsive to a 
clients' needs. 

bi IDon' t think you can set it; up any better than it was. 

Ci You can'^t do it ahead of time, (unless it is a mock set 

up) i Operators need to become a part of the operation early 
^^L_^y_"^A^*^^'^9_9^'^ from them what works and what they are 
comfortable withi 

d. No recommend :jtt ions i 

14. OTHER eOMMENTB: 

In my obinion the oni; way to improve it (the service) woL.ld 
be the t me factor - , xtra staffing with a big surge of 
cal Is. 
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Margaret Robinson 
Project Manager 
(415) 273-3432 



CALIFORNIA 
J-ITERAGY 
XAMBUGN 



Start ate 



End Date 



15-Second Spot Aimbunceinent 

Learning to read is like t u r nii\g on a lig^t in a dark room^ It 
vou ere a\ edolt and can speak E^lish, you can learn to read 
n££. Call new for a tutor i'- r'^ r gwn area. Call 80CN262-2123. 
Help is just as near as your local library* That's 800-2.2-2123^ 
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Har^ret Robinson 
Project Hanager 
(415) 273-3432 



CALIFORNIA 
IITERACY 



Start Date 
&k1 Cate 



26-Second Spot Announcsoent 



fxe you 16 y&xs or oldisr and vsait to learn to resd or read better? 
^e yw tired of being in a l^ge clajs witii lots of people? You 
don't fiave to feel alone or ashaned, Mary »dalts have trouble with 
readings Your local litarazy has HIEE tutors. ^11 fi00j-26?--2i23* 
iflber, it's private and it's free. Call 800^262-2123* 



ERIC 
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Bargaret Robinson 
Project Banager 
(415) 273-3432 



LITERACY 
CAMPAIGN 



Start Date 
End Dale 



JO^Second ipot AniKXJncanert 



Oit of work or want to ^tiange Jo6s, but don't have the reading 
«nd writix\g skills r^utred? Ilant to read t& your children or 
help then with their Is^oework, hut fisd you are unaHs to read 
the^.r books? Well, help is ud ii's TOE! Your 3^1 

librairy is offering one-cn-t oriiTg to Eiigii&i)i-spe|king 
adults in your own comunity. Call 800^262-2123^ If ybu^ or 
san»»ie you care about, needs help, call NQ(7i 800-2e:2'>2123^ 
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